SAP

SAP ACTIVEATTENTION SERVICES DESCRIPTION (“ASD”)
SAP ACTIVEATTENTION JR&E8 (LLFE#8 “ASD” )

SAP ActiveAttention Services may provide professional expertise onsite and/or remotely to assist Licensee in ActiveAttention engagement planning,
governance, analysis and identification of potential business improvement, and advisory on potential architecture transformation driving continuous
business improvement within Licensee’s lines of business and/or to assist Licensee in the handling of orchestration and operations of Licensee’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.
X
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.
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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 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.
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1.3 “Normal Business Hours” means an eight (8) hour period between 6:00 am and 8:00 pm, Monday thru Friday, unless otherwise agreed to in
writing by the parties.
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1.4 “Production System” means a live SAP system used for running Licensee’s internal business operations and where Licensee’s data is recorded.
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1.5 “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.
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1.6 “Top-Issue” means issues and/or failures identified and prioritized jointly by SAP and Licensee in accordance with SAP standards which (i)
endanger Go-Live of a pre-production system or (ii) have a significant business impact on a Production System.
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2.  SAP ActiveAttention Services. SAP delivers only the SAP ActiveAttention Services (“ActiveAttention Services”) specified in an ActiveAttention
SAP ActiveAttention fR%. SAP R3ZAF5I A ASD [T gH2
Services Scope Document to an Order Form referencing this ASD. SAP ActiveAttention Services consist of the following components.
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2.1 SAP Embedded Services.
SAP X AR % -

2.1.1 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 shall be available at
the Licensee location(s) specified in a ActiveAttention Services Scope Document to an Order Form during Normal Business Hours for the quota of
days per period of time specified in a ActiveAttention Services Scope Document to an Order Form (“Period”) per assigned Embedded Resource
during the ActiveAttention Services Term specified in the ActiveAttention Services Scope Document to an Order Form (“Embedded Resources
Quota”). The assignment of Embedded Resources will occur within six (6) weeks after execution of the Order Form. The Embedded Resources
Quota does not include any vacation leave by the assigned Embedded Resources.
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2.1.2 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:
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SAP Foundation Technical Quality Manager Activities
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. Understand Licensee’s SAP Software solution, business processes.
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. Provide advice, guidance and assistance in the following areas:
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o Technical risk management/program management of complex Licensee Software implementation, upgrade and transformation
projects
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o  SAP release & upgrade strategy that is aligned with Licensee’s information technology (IT) strategy
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o Identification of areas for potential reduction in Licensee’s total cost of operations; and potential for the optimization (i.e., continuous
improvement) of Licensee’s SAP Software
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. Provide transparency for focus area progress including status reporting of jointly agreed key performance indicators (“KPIs”)
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. Develop and maintain mutually agreed Licensee-specific ActiveAttention Services engagement plans
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. Facilitate the performance of the ActiveAttention Services engagement plan including the coordination of individual service deliveries and
SAP resource staffing
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SAP Technical Quality Manager (“TQM”)
SAP BAREZE (LI TFEHK “TQM” )
« Provide advice, guidance and assistance with agreed to focus areas:
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o SAP support requirements, Licensee support processes and use of SAP support tools (e.g. SAP Note Assistant, SAP Notes
Search and SAP Solution Manager Enterprise Edition)
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o Integrated end-to-end application lifecycle management
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o Integration validation of complex Licensee solutions
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o Operate the SAP solution more efficiently
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o Solution availability management, monitoring and performance
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o Risk mitigation plan(s) for critical maintenance issues
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o Incident reduction and/or avoidance
R L B G
« Track Licensee’s implementation of SAP’s recommendations and action plans resulting from the delivery of SAP Expert Services hereunder
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* Provide periodic status and risk reporting at Licensee’s project management level
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* Assist Licensee in coordinating, tracking and reporting SAP technical risk mitigation and Top-Issues
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* Manages quality gates for selected focus area projects
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2.1.3 All SAP Embedded Services will be coordinated with Licensee’s Engagement Manager. Changes to the scope of the SAP Embedded
Services may be made upon prior written mutual agreement of the parties hereto. 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 SAP Expert Services.

SAP £ ZR%
2.2.1 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 Licensee 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”).
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2.2.2 Within the Expert Services Quota, Licensee 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 www.sap.com/activeattention-service-list.

R FKMMSBAN, FVF I AN SAP JENFRUEHT SAP 5K Ik % ™ fmdl & ik BAEFARER SAP L5 RS . AKX SAP XTI SAP £ 5 ik
M5, S0 www.sap.com/activeattention-service-list.

2.2.3 To schedule SAP Expert Services, Licensee shall contact the FTQM assigned or designated Embedded Resource. SAP requires a minimum
lead-time of five (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
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Expert Service based on Licensee’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. In the event the Licensee postpones or cancels any already requested SAP Expert Service less than three (3)
weeks before the start date of the SAP Expert Service, SAP may deduct already rendered days from Licensee’s Expert Services Quota.
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2.2.4 Licensee 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 Licensee project teams should be staffed with Licensee’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 Licensee project team. Prior to an SAP Expert Service delivery, the Engagement Managers
will: (i) agree upon a more formal agenda for the SAP Expert Service; (ii) the required involvement of Licensee’s project team members; and (iii)
identify any prerequisite SAP Software for the performance of the SAP Expert Service.
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2.2.5 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 2.9 below) as a component of an ActiveAttention Services engagement in an ActiveAttention
Services Scope Document to an Order Form.
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2.3 SAP Expertise on Demand.
SAP #ZBEWHARKE .

2.3.1 SAP Expertise on Demand (“EoD” or “EoD Services”) is a remote service which provides SAP resources to fill Licensee’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 Licensee’s staff such as: minor Modifications of SAP Software as defined in the applicable SAP license
agreement; minor configuration changes of Licensee’s SAP Software system; knowledge transfer on SAP Software and similar tasks. EoD
Services do not include: (i) reaction on Licensee incidents as these are covered under the Support Schedule to the License Agreement; or (ii)
Features developed by SAP Innovative Business Solutions. 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”).
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2.3.2 To engage EoD Services, Licensee will submit an EoD task request to SAP through Licensee’s SAP Solution Manager Enterprise Edition
system identifying the task and supporting information for the EoD Task for which Licensee is requesting SAP’s assistance (“EoD Task”). SAP shall
then analyze Licensee’s EoD Task request. Licensee understands and accepts that SAP may reject an EoD Task submitted by Licensee 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 Licensee. In the
event Licensee accepts an action plan and wishes to have SAP commence work, SAP shall provide an estimated duration (in hours, subject to a
minimum duration of four (4) hours to complete an accepted EoD Task) for such EoD Task effort. Upon Licensee’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.
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2.3.3 SAP shall use commercially reasonable efforts to fulfill EoD Task requests submitted by Licensee, however, SAP does not guarantee that it
can or will fulfill every EoD Task request submitted by Licensee and SAP will have no liability in the event it cannot or does not fulfill such EoD Task
request. SAP shall notify Licensee in the event it cannot fulfill an EoD Task request. In the event SAP commences work on an EoD Task and
subsequently determines that it cannot or will not fulfill such EoD Task, SAP shall provide Licensee with a written explanation of the reasons for
such action.
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2.4 SAP On-Call Duty Services.

SAP BERMER RS
2.4.1 SAP On-Call Duty Services offer Licensee remote access to a contact person within SAP’s support organization to support Licensee 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
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sessions per Period during the ActiveAttention Services Term specified in the ActiveAttention Services Scope Document to an Order Form (“On-
Call Duty Quota”).
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2.4.2 An SAP On-Call-Duty Services session is:
—> SAP BEI 5 7 Ik 45 IR 2 45
. either Monday to Sunday starting 08:00 and ending 20:00 the same day in Licensee’s local time zone
WP R S X E— 2= H, BE 8 TR, [Fl— KM b 8 mighi
. or Monday to Sunday starting 20:00 and ending 08:00 the following day in Licensee’s local time zone
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2.4.3 To schedule SAP On-Call Duty Services Licensee 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 five (5) weeks advance notice.
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2.5 SAP Service Level Agreement.
SAP REAFE I

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

SAP 55 KFHHAESN SAP ActiveAttention Al 45 T B 1) 41L& 5, LA T SAP Product Support for Large Enterprises[ K 4isMb = i 2 RF] (
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The following Service Level Agreement (“SLA” or “SLAs”) commitments shall apply to all Licensee incidents that SAP accepts as being Priority 1 or
2, and which fulfill the prerequisites specified herein, for Licensee installations and system id (“SIDs”) combinations specified in the ActiveAttention
Services Scope Document to an Order Form. Such SLAs shall commence in the first full Calendar Quarter following execution of the Order Form.
AFATH%Z ActiveAttention F5 i B SR & HUME VAT 2 AL ID (U FHIFR “SID” ) e, BLRARAAFHML (BLREFR “SLA” ) &
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2.5.2 SLA for Initial Response Times:

BIGEM S [R] ) SLA:

a. Priority 1 Incidents (“Very High”). SAP shall respond to Priority 1 incidents within one (1) hour of SAP’s receipt (twenty-four hours a day,
seven 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.
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b. Priority 2 Incidents (“High”). SAP shall respond to Priority 2 incidents within four (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.
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c. 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.
MR THRER TP ELZEL, HS W SAP K- XFMu F ) SAP Notes % & 42 it i) SAP JE B 67739, M ikA
http://support.sap.com/notes.

2.5.3 SLA for Corrective Action Response Time for Priority 1 Incidents: SAP shall provide a solution, work around or action plan for resolution
(“Corrective Action”) of Licensee’s Priority 1 incident within four (4) hours of SAP’s receipt (twenty-four hours a day, seven days a week) of such
Priority 1 incidents. In the event an action plan is submitted to Licensee as a Corrective Action, such action plan shall include: (i) status of the
resolution process; (ii) planned next steps, including identifying responsible SAP resources; (iii) required Licensee actions to support the resolution
process; (iv) to the extent possible, planned dates for SAP’s actions; and (v) date and time for next status update from SAP. Subsequent status
updates shall include a summary of the actions undertaken so far; planned next steps; and date and time for next status update. 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 (a) the status Customer Action
means the incident was handed over to Licensee; and (b) the status SAP Proposed Solution means SAP has provided a Corrective Action as
outlined herein. The SLA for Corrective Action shall be deemed met if within four (4) hours of processing time: SAP proposes a solution (status
“SAP Proposed Solution”), a workaround or an action plan; or if Licensee agrees to reduce the priority level of the incident.
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2.5.4 Prerequisites and Exclusions.

PR FIHE BB UL -

a. Prerequisites. The SLAs shall only apply when the following prerequisites are met for all incidents: (i) 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”; (ii) incidents are submitted by Licensee 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 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; (iii) incidents are related to a
product release of SAP Software which falls into Mainstream Maintenance or Extended Maintenance. For Priority 1 incidents, the following
prerequisites must be fulfilled by Licensee: (a) the issue and its business impact are described in detail sufficient to allow SAP to assess the issue;
(b) Licensee makes available for communications with SAP, twenty four (24) hours a day, seven (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 Licensee’s obligations hereunder; and
(c) a Licensee contact person is provided for opening a remote connection to the system and to provide necessary log-on data to SAP.

RIR&AE.  ANAEFTE S5 2 DL PRI RIS UL B 7 RIS SLA: (i) 7ERR LRSS 2.6 17H0 “ A & URISR AR 48 ” AN BT BT,
k5 SAP 0y “TIRGIAE” &M SAP BAFKRAR K () FFHBr 78 SAP Juif (g fF 4B 52 /7, @il SAP Solution
Manager 4V [l RJ7 RE B B AR R S LA OB RERAE, HEF P& SAP B & B3 A0 RIUT 30 BT FR AR GVELfE B (FEL SAP
TR 16018 B JEAETHUR SAP VR 16018 HUFLAl SAP ER) (i) FF 5 4T ERMAES S R 44 Br BL i) SAP A= AT 5. X T 58—
RIS, VFRT T 2500 2 LU N AT 55 (a) 7850 BEAHAR G Ml R ML 85 56 m, LIME SAP X Il UBEAT VA s (b) B VFAT 5 IR 18— 444 I8 35 1Y
RANS SAP HEAT 24x7 M4 RIEIAE, 2K RANTREZIEEWRIBIL H&FTRRMIN, RS A 3R BE v r 07 55 P B Ab B 55 — I 56 4t
Bk DU (o) Ve IR RN S RGE L BFEERE, R SAP SR ALY R K B B .

b. Exclusions. The following types of Priority 1 incidents are excluded from the SLAs: (i) incidents regarding a release, version and/or
functionalities of software developed specifically for Licensee (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; (ii) 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
affiliate of SAP; and (iii) the root cause behind the incident is not a malfunction, but missing functionality (“development request”) or the incident is
ascribed to a consulting request.

HegptE . LN SR — R B4 HRRE SLA 241 () SEITABTF T A R4 (BFEEAEFHE SAP Innovative Business
Solutions[BIHN 55 ff e 75 RIFRT 1A E SAP SRHRA FITTA M AT BRCAM/SIh AR K Set, ik SAP JHA TR QMR H € ANIERSN; (i)
SR ARG JRALE . B9 e BB 2 Th A8 SEBLIN B SR/ X RAS A SR () AR R BR AL 4, RIS e [H X B X fRA S/ Y SAP 81 SAP SRIkAl
QIR (i) FF AR SRR AR SR i L, TR DORES R C “TFRIER” O, BE S HIRIEONEMTER.

2.5.5 Service Level Credit.

R 25 KA A

2.5.5.1 SAP shall be deemed to have met its obligations pursuant to the SLAs as stated above by reacting within the allowed time frames in
ninety-five percent (95%) of the aggregate cases for all SLAs within a Calendar Quarter. In the event Licensee submits less than twenty (20)
incidents (in the aggregate for all SLAs) pursuant to the SLAs stated above in any Calendar Quarter during the ActiveAttention Services Term,
Licensee agrees that SAP shall be deemed to have met its obligations pursuant to the SLAs stated above if SAP has not exceeded the stated SLA
time-frame in more than one incident during the applicable Calendar Quarter.

WME—AHHZEREN, SAP TR E I EHESL N XA SLA £F RGN 2 i1 (95%) fEhimasi, RIaf¥ih & @ir 17 Lk SLA

PRI XS5, ARV IRYE Lk SLA, 7E ActiveAttention RS IIIR A RIAERE H D ZERE R SIS R E —F (200 % (BT SLA IILEE R
W, BEVFAIT IR, W0 SAP FEAHRLH Pi 2= BN FE € SLA I HESE IS A2 T — 2%, WALy SAP BE&JEAT T ik SLA BUER L5 .

2.5.5.2 Subject to Section 2.5.5.1 above, in the event that the timeframes for the SLA’s are not met (each a “SLA Failure”), the following rules
and procedures shall apply: (i) Licensee shall inform SAP in writing of any alleged SLA Failure; (ii) SAP shall investigate any such claims and
provide a written report proving or disproving the accuracy of Licensee’s claim; (iii) Licensee shall provide reasonable assistance to SAP in its
efforts to correct any problems or processes inhibiting SAP’s ability to reach the PSLAs; (iv) 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 Licensee’s next ActiveAttention Service Fee invoice equal to one quarter
percent (0.25%) of Licensee’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 five percent (5%) of Licensee’s ActiveAttention Service Fee for such Calendar Quarter. Licensee
bears the responsibility of notifying SAP of any SLCs within one (1) month after the end of a Calendar Quarter in which an SLA Failure occurs. No
penalties will be paid unless notice of Licensee’s well-founded claim for SLC(s) is received by SAP in writing. The SLC stated in this Section 2.5.5
is Licensee’s sole and exclusive remedy with respect to any alleged or actual SLA Failure.
WRHEATIASE 2.5.5.1 TIME, Wit SLA I AAEZE (R — BT “SLA 325”7 —20 , WBUR WAIRE BT BLEM () #vrar s
A5 PITBA SAP Pif FLETFR SLA H2); (i) SAP JXHAE B SFIRTFIEE, FEHRGETS i 1 LUE 96 oS SR W Vi ol J7 Sy 4 3 (i) 9V 7
Rixf SAP fRALE ATy, LAMEME i) a2 IEmAE, F SAP REUSIEAE SLA BURME: (v) A&7 (58 2.5.5 T)ME, WikREiIESET SLA &4y, N
SAP KX FAI T (KN —5K ActiveAttention JIk 55 2 HI R SERLH RS KPS C “SLC” ), iZ3 M THVFAT)S ActiveAttention SHIKE 732 %
MH (0.25%) CEFxfiEH H G EE SR EMRSE HIESEK SLA E4)) , HZSHHEKW SLC & KME, BT 70 HEE AR
ActiveAttention /IR 5 2 FIIN E 7 2 T (5%) AR . #HFRIJ7 ST 7E R A SLA B H IZRESSR S — (1 /N Nil%l SAP AEf] SLC. Bk
SAP WEIB I T B HFE /21 SLC RIS ENE R, SMASREUEAIEE. A (3 2.5.5 7)) Pkl SLC RV vl J5 WAL AT BRI 8 SE PRI
SLA 2 i B IS ¥ 0 — H L BOAM .

2.6 SAP Root Cause Analysis for Custom Code.
SAP B & URIERAR AT -

2.6.1 For Licensee 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 and 2.5.3 applicable for Priority 1 and Priority 2 incidents
related to the Licensee installations and SID combinations listed in a ActiveAttention Services Scope Document to an Order Form that are
submitted by Licensee in accordance with Section 2.5.4(a) above. In addition to the prerequisites for the SLA’s stated in Section 2.5.4(a) above, in
order to receive SAP’s Root Cause Analysis for Custom Code service Licensee’s custom code must be documented according to SAP’s then-
current standards (for details see http://support.sap.com/supportstandards) in Licensee’s SAP Solution Manager Enterprise Edition system.
Notwithstanding anything else stated herein to the contrary, SAP shall be deemed to have met the SLA for Corrective Action stated above for
Priority 1 incidents related to Licensee custom code by identifying possible root causes for the incident and/or failure of Licensee’s custom code.
SAP’s Root Cause Analysis for Custom Code does not include providing corrections; work arounds; or incident resolution for Licensee’s custom
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code regardless of who created Licensee’s custom code. Corrections or incident resolution for Features may be provided by SAP Innovative
Business Solutions under a separate agreement.

R4 SLA 55 2.5.2 fll 2.5.3 A& H T s VFAT HIRIEATIA S 2.5.4() iR . 5iT W2 ActiveAttention JIRSS 3 B SC kS th BT 47 K14 - 7T 75
AR SID AT R — R ARGHIFME, SAP N SAP HF Kk TAE G RIBVF AT 77 B & AR SR AL BT 45 SCRARA R K 34T, AT REIE R it
AARAR G AT U VR A 7 e R . BRATIRSE 2.5.4@) VT HUE & SLA IIRTIR A EAh, &5 3RS SAP E s SURGARA SR K MRS, il al 5
M E & XA 2 JiFE B YF AT J5 i SAP Solution Manager (4MVAR ) [ T REH BRI ARG PRI SAP Jui irdE (B3 1
http://support.sap.com/supportstandards) FLAid#k.  BMEARSCH: AT A O E, (HanR SAP #fie 7 v Be S BBV 4 B & SRS R g orn /
SRR AR, MR SAP FEANEERS R vl U7 H 8 ARG ISR B 38 — R e M O BAT T ik “AIERE R SLA” eI 5% .  SAP
H o SRS AR 2 J5 IR 2 A AN LS SR AE 4 1 v 5 B 5 SUIRIS I IE S i . B 25 i s SF AR e %, EARHVEn 5 1 B SUARAD e 2 .
SAP Innovative Business Solutions[ 137 M 2% fift ¥t 77 ZE 15611 vl K45 S b i SR L 58 FH T 2 B8 1) 44 1E i it BB A 7 56

2.7 SAP Product Engineer on Demand Services.
SAP = B LR RSE .

2.7.1 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: (i) analysis of incidents or issues; (ii) issue
resolution/workarounds; (iii) best practices; (iv) software design. PED Services are provided solely for the Production System application
components and corresponding Licensee installations specified in an ActiveAttention Services Scope Document to an Order Form.

SAP =i TR RS (BAFR#R “PED RS ) & —BUEfEkss, BIEfeft SAP SCRFTARIM (BLR R /=i TR ) KRB EAR
TUUR TR CAALERIBRSN) « () FAFBU T (i) R RIS T7 % (i) RAESERE: (v) BAFdih.  PED RS VE XTI IG5
2 ActiveAttention JIi 55 i [ SR 48 TE B 2E 7 2R 48R HT R 7 LA SR SE BB VF R] 7 Ze e 4 ik

2.7.2 Licensee shall initiate PED Services by submitting incidents, in English, via the SAP Solution Manager Enterprise Edition 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: (i) incidents related to the 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 (ii) incidents related to application component releases which fall into Mainstream Maintenance and/or Extended
Maintenance.

WeVFA 7 RIARHE SAP JEI ATk FRIR S FE ST, @it SAP Solution Manager (4MURR) [ 475 224 7R 8 Al i ] DA SR SO 2R3 28 608 K 56 141
WA RISAE, RJE 57 5 TR R JE R 00 & TR RCR BT s AR L F 9w 5, DU PED Rg5.  PED JRSSMAUEH T () SiTWHRZ
ActiveAttention /IR 55V B SCRYS b i 58 (1 RLRAR PP AL ARG I B AF, HAZAPIRZASHE SAP e “MREIR &+ LA (i) Shb T i F/sid e 44
B BEH) R A P 2R RSO A S B A1

2.7.3 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: i) incidents regarding a release, version and/or functionalities of the Production System application components developed
specifically for Licensee (including, without limitation, those developed by SAP Innovative Business Solutions and/or by SAP subsidiaries); ii)
country versions that are not part of the Production System application components and instead are realized by partner add -ons, enhancements, or
maodifications are expressly excluded even if these country versions were created by SAP or an affiliate of SAP; (iii) the root cause behind the
incident is not a malfunction, but missing functionality (“development request”) or the incident is ascribed to a consulting request.

PED JIR& ANEL B R4S SRR AL SE T IR 55 BUR AR IR 528 BEAh, PED REAEH T () SE 1AM AT 7 RINA T RGN AR 7 4H
fF (B4EEART SAP Innovative Business Solutions[ @1k 5% it 75 Z81EE T TR/ SAP T2 R AR VA RIRRARSRINRER KA df:; (i) 54
VERA” RS R T AL LR 53, AR A EAK R AL . 1 e BAS e 2l A i 0L JE 5% /0 (X ROAR A DR ) S I A HERR A A, B X 2
FHBIX A SAP B SAP SNV BIZETIAG; (i) FHF BORRAS J5L R AN 2 e o) |, TR DRGSR C “TFRIER” O, EFESEMHIAE N EMIER .

2.7.4 SAP will assign one (1) Product Engineer for each Production System application component and installation combination specified in a
ActiveAttention Services Scope Document to an Order Form within four (4) weeks of the PED Services Start Date. Such Product Engineer(s) will
be available for an eight (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 H/EMN PED g5 T HIASAEHIPT (4) J& A NITIEA 2 ActiveAttention 45 T Bl SORY 8 52 10 85N 72 R G0 R P 2 1F e 3 1 &4
P (L AT, RIEE PED IREIEE MK Z5A R M SAP IR A S ATy FARSS A JUR HRE, 78207 TRIMIER T/ 0B
8 MEINA- 6 sIHIJ\ (8) /NI A ATBEI 5 2 KR (LU RRIFR “PED A KFTH” D o

2.7.5 Licensee 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 (“License 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 Licensee PED Contact Person (or the authorized
representative of the Licensee PED Contact) can be contacted at any time. Licensees PED Contact(s) will be Licensee’s authorized
representative(s) empowered to make necessary decisions for Licensee or bring about such decision without undue delay. PED Services will be
delivered exclusively to the assigned Licensee PED Contact(s).

VPRI 7 A T I B 2. ActiveAttention AR 55 6 FE SOR P 48 8 AN A2 77 RS RR FP AL AR AN 22 52 9 5 41 &, ANHL Customer Center of Expertise[
FRPLFRBPOIRIRIRR BIE A EIECR AN (IRZ NITIWEZ ActiveAttention RS B SR 4R 2 B R AANED  (BUREIFR “BvFal 77 PED BXR
N7 JHREHEMIR R FE LS OUHR R TR AT R S ), B OREEN ZRAEIE R 24P A7 PED KR A (BB o #¥FeJ5 PED
RN BLABVF R 5 AR, ARV vl 77 ] 5 2R B G b 2R PR Z B k. PED IR RAL R IRIBLVF AT 7 PED BER A Sl

2.7.6 As preparation for delivery of PED Services, Licensee’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 M4 IHES TAE, vrnlJy PED Bt NRIUE IR M= bt A2 R [ 36 75 10 AR 7= 3R e F R 7 LA R 22 3 20 & AT DA B IR W B
MR . Lk ERSREE T SAP FRAEFISCRY

2.8 SAP Accelerated Incident Management - Basic (“AlIM — Basic”) Services.

SAP MR — Al (DUTRR “AIMZER” D k.
2.8.1 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 Licensee in optimizing processing
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Priority 1 and Priority 2 incidents as defined in the applicable SAP Support Agreement. The assignment of the SAP Incident Manager will occur
within six (6) weeks after execution of the Order Form.

SAP f£ SAP SCRHIBITN R E — A TSBERB RN (VR fIRR “SAP 4R ), 2 — 2 L4 8 i8] R4 b ik i (BRIEXUT
NEBEAE) » NPT R SRS, MRIEEHIK SAP SCFRF MU IIRLE, LI S — IRAE A AU G A B, SAP diff
FIETT A F G 7S (6) BT HIR.

2.8.2 The SAP Incident Manager provides: (i) incident activity and status monitoring for Priority 1 and Priority 2 incidents; (ii) trend reporting of
Licensee’s incident situation on all incident priorities of selected systems; (iii) incident management process empowerment session(s); and (iv)
periodic remote meetings with Licensee to review the status of Licensee incidents.

SAP FELFRILME: (1) XS — AR BRI AR S I RS SRR MR s (i) £ TR RGP R R, SRAH VAT 5 SR
BB i) SRR SN B (v) SHFAT @A ER S AR FARIRES .

2.8.3 In addition, SAP will make available a critical situation manager within SAP’s support organization to remotely coordinate and/or assist a
Licensee designated management contact (“Licensee Contact”) with Priority 1 incidents. Assignment of a critical situation manager will occur
approximately one (1) hour following Licensee’s request documented in a Priority 1 incident. The assigned critical situation manager will be
available to Licensee’s Contact and will remain engaged until the earliest of the following: (i) resolution or workaround of the Priority 1 incident; (ii)
reduction of the incident priority level to a priority level other than Priority 1; or (iii) agreement of the parties to disengage the assigned SAP
individual.

BhAh, SAPIEEAE SAP SCRFERITN 2l — 4 N ST, AR Uil A/ B gl v s 1R R BB RN CBURRIAR “Herl TR N D ALEEEE
—RAELFM . NBEMIFRIRM AL — RIS R I PR IR R G RA— (1D AN EHEAT . SRR R S B S5 8 VE AT 7 B IR A
£, BRRAEVUNHRE — (AR RAEF AU = () Bk 78— R RIS M a0 s (i) BRI 25 — R LIS Znl: B (i)
W7 Y1 5E R AR IR SAP A .

2.8.4 AIM — Basic Services will be provided solely for the select productive Licensee installation and system id (SID) combinations and/or SAP
Cloud Service and installation combinations specified in the SAP ActiveAttention Services Scope Document to an Order Form. All productive SID’s
under the same Licensee installation must be included in the Licensee installations and SID combinations covered by AIM — Basic Services
hereunder. Licensee may select AIM — Basic Services for those SAP Cloud Services identified in SAP Note 2649568.

AIM AR S5ACEN XTI ST ) SAP ActiveAttention fIR 553 Bl SCRS vh ik OB ¥ mI D7 AL PR 238 AR 48 ID ( “SID” ) AH-A /S SAP =ik
SEBEMG . BT A 22 R R AR M SID #AUE & T ARSC AIM SERE AR S5 BITied o5 (0B VFn] 5 2250 SID A AVa 2 W . el 5l gk
X SAP 1 2649568 TR SAP R S5 ik AIM iR 55 .

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

W MR ERZ = (3) BFEBIGEREHBERN (LURNFER “BF 77 AIMEBCRAN” D, FHREEFEAIRBCRE S CREAR BT i kil
AR SS) , CAORUEBE I HREIRE R BV 7 AIMIKR N . AIM Gl 95 R FFEIR KB R AT 77 AIM IR Rt

2.8.6 As preparation for delivery of AIM — Basic Services, Licensee’s AIM Contacts and the assigned SAP Incident Manager will jointly perform one
(1) initial remote set-up meeting.

VERZEAT AIM JERIIR S5 I e AR, BEVFRTJT I AIM BE R AFIFRIRED SAP A2 3 RIL R HIF — (1) BHIRIEEm &2l

2.9 SAP Baseline Support for Innovative Business Solutions (“IDP Support”). IDP Support provides incident handling support services as
described in the Exhibit 1 attached hereto for all Features delivered to, and accepted by Licensee, under an SAP Innovative B usiness Solutions
Development Scope Document(s) under an Order Form or a Statement(s) of Work (SOWSs) specified in an ActiveAttention Services Scope
Document to an Order Form (“IDP Support Eligible Scope Document(s) or SOW(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).
SAP BIFNEZ RIS RELSRF (LTHIFR “IDPX#” ) . IDP LFFEEKIEITINH 2 SAP Innovative Business Solutions[ 8137155 f# # 77
FPFRIEHE SCREATIE 2 ActiveAttention JIk 55 i FESCRS TR & I TAE U5 (BUR iR “IDP SCRF& S TE SR SOW” ), R vr ] J5 3244
HZ SIS BT A ThRe 4R A ST BB AR 1 Bl i S b B SCRFAR S5, 8 R IR SR I (BAEEA R T SAP Enterprise Support[{ith 2% 3¢ #] 5%
SAP Product Support for Large Enterprises[ KB A= 5 3235 ) HIEEERR b

3. Engagement Management.

W&,
3.1 Each party shall designate an Engagement Manager. SAP’s Engagement Manager will be the assigned FTQM. Licensee’s Engagement
Manager will be English speaking and empowered to make necessary decisions for Licensee 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 Licensee’s Engagement Manager

FHYINARIR— 4 H A3, SAP [\ H &5 RN IR FTQM BeVF I 7 30 H S PSR 8, I A BURSR v U7 i) 5 ok SR el g
FUERRFZ B GIE R . BRI H S A BREAAE, LR RO, BRI SAP BHEHATH) ActiveAttention JIk 5535 R 5 4 Vi T U7 1)
T H 22 BT P

3.2 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:
IeAh, WITRITE ActiveAttention %5 HFUH NI A I @k FE <l (BUFRIR “SPEERW” D o RSB EERWENFEE DR A I
R, He Wt mls Ao LM E.  HREREE S WEERE A ActiveAttention IR 5K, &, Wik IFILF L e Al
ActiveAttention Ik 55 H (BT 5 RIUKIE— DM . RS BN AL 5 GV T EOIR SR, B4R (AR T
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
PHTE ActiveAttention AR S5 1K1 207 i 5 AUOGTETT B ERE TS 0L . KPI AT ActiveAttention Ik 45101 H i1l
. Identification of risks and/or delays that may jeopardize the performance of Licensee’s SAP Software solution including risk mitigation
recommendations
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. Implementation of recommendations

RV S 50
. Discussion of open issues and any change requests from either party

AT R T M A 1) 8 DA S A AR — 7 A8 5 43 SR B 1 i
. Relevant details regarding project organization and planning

KTI5 H HZURELLI AR AH S 457

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

DUHRE RN H SAP W H & BUE %, JFR RG] T H S BTRAE. Ve 7 BIH £ BEAAR R E F =1 (300 ANLIEH ARUFTE
AP R B R, B ARSREEARRIRE R EER, WA 7 CINZIR S . TR AR, LRI A i 5 A48 58 0 R R A e 24 i
AR ATEAT 8 A% ARG

3.3 SAP Cloud Governance. In the event Licensee has subscribed to SAP Preferred Care, cloud edition, and/or SAP Preferred Success, cloud
edition, the Support Experts (as such term is 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 Licensee continues to subscribe to SAP
Preferred Care, cloud edition, and/or SAP Preferred Success, cloud edition.

SAP =R, Wil 7HA T SAP Preferred Care (=hiA) [HiEXHF = MAFI/EL SAP Preferred Success (= hA&) [1 &M= A],
M7E ActiveAttention 25 HIBR Y, R34y 7 J5 4k S AL H] SAP Preferred Care (mfRAS) [ S2 # 2 iR A M/EE SAP Preferred Success (A |
HIERIN B IRA], CRFER (W SAP RS SRFECE P IE SO MIEHINGE 3 37 NAR ActiveAttention 55T H & BIABE[RL, 20 &% 38 2B
K5 faE M H & PR & RS .

3.4 The parties hereto agree that the cooperation of Licensee’s third-party consulting partner(s) (“Licensee Partner”) is critical to the success of the
individual ActiveAttention Service engagements. Licensee shall ensure that such Licensee Partner will comply with Licensee’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.

WOTIRITE, Bevrml 7 R =07 Bl E 1RArE (LUK “#aFm 7 &fEkE” ) MPMER ActiveAttention ARSI H sZhKICHE . BEVFRI J7 RLAf
TRIL W VE R T5 AR AR R S 4 VP T J7 I SR 2ER. A ASD KATIEHL 2 AR ] ActiveAttention k%% 3t B SCRIM#E , HARYE SAP & B RS
SAP &1E, LME SAP JBATHAEAR ASD I il IG5 2 AR ActiveAttention 5538 Bl SCRY R 1 L 55 o

4. Licensee Requirements.

BHATTER.
4.1 To receive ActiveAttention Services under an Order Form, Licensee must: (i) continue to pay all support fees (i.e.; Enterprise Support Fees, or
Product Support for Large Enterprises Fees) under the License Agreement; and (ii) otherwise fulfill its obligations under the License Agreement,
GTC, the Order Form, and the ActiveAttention Services Scope Document. Licensee shall have installed, configured and be using an SAP Solution
Manager Enterprise Edition system in accordance with the Support Schedule, as SAP Solution Manager Enterprise Edition is the service delivery
platform for documenting Top Issues, core business processes and critical system information. Licensee shall provide remote connectivity and data
access in accordance with the Support Schedule.

JERAFIT I B [ ActiveAttention Jid%, BEVFRIT7 640 () ZKSESATVF AT R RGP SCRE 2 M (BT finll S8R B A BORBUAlk 7= SRR 3R DD
(i) JEATHAEVFWT . GTC. ITEALL K ActiveAttention IR55 7l FESCRIA AN L 5% . MRAE SRR, BEUFRIJTN C%ede. BCE IETE(EH SAP
Solution Manager (MU R [foh )7 R MR R %, B9 SAP Solution Manager (fMVAR) [ff o7 R4 B 2% IV AR RS SSAT- &, HT4E
SRE B, NS RAE L RB RGE S . ISR, BV AT T L AR B R Il M AN Vg i

5. General Provisions.
K
5.1 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 company.
FRIRAIRN R IRNIARYE H 5 SAP S SAP SCBE AV T A& 1 e F & R 2 1E 8 4RI

5.2 To ensure efficient communication, both parties agree that 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.
RO Rk, X5 TR R AESRAE ActiveAttention R4S I I DEESZ . 5% ActiveAttention 557 S5 M 15 BN F 3815 S it SAP %R,

5.3 Licensee agrees and understands that the assigned SAP resources (including the assigned Embedded Resources) may occasionally perform
ActiveAttention Services activities hereunder from an SAP office.
VAT A R AR, RURMYT SAP B CEFETRIR MR NBT ) TTRB /R 1E SAP 73 A ZEHAT AP T ¥ ActiveAttention Ik 251550

5.4 The scope of ActiveAttention Services offered by SAP may be changed annually by SAP at any time upon ninety (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 licensees subscribing to ActiveAttention Services in the Territory as defined in the applicable SAP License
Agreement. Inthe event SAP exercises its option to change the scope in accordance with this Section 5.4, and such changes are not acceptable to
Licensee, Licensee 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 ninety (90) day period. If Licensee does not terminate within such period, the changes are deemed to be
accepted by Licensee.

SAP #24ti) ActiveAttention Ik 5% BTG FE T Y SAP FERAE AT M I, 7EFEHTL+ (900 RFTNEAE AL HE, LUXBE SAP BAFBIRF ST KA
HoR#EA, 1B ActiveAttention JIk 5% i il 1 L3848 T IE FH T-AH ¢ SAP V7 AT BhSUYTIA FOHLER A (¥ SAP VR I J7 % ActiveAttention iR%5 IZEMUAHA .  dn
SAP BEATHREMIEAT (55 5.4 W) HIPE R HEIEHE, HEPVFT AU RARTE, NIRRT 05 AL 15 32 1 S R A2 B8 5 ) () AT 37 W B 2
ActiveAttention [l 55 Ju FECRY, HA&RAERTIRLT (900 RINMRJm i fF AR v vl O ARAE AT IR IIA) P 26 0k 1), MO BVr I 5 3240 W8
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5.5 Fees are subject to change once per calendar year upon 90 (ninety) days prior written notice to Licensee. In the event SAP exercises its option
to change fees in accordance with the preceding sentence, and such changes are not acceptable to Licensee, Licensee is entitled to terminate the
ActiveAttention Services Scope Document(s) to any Order Form(s) affected by such fee change with thirty (30) days’ written notice from Licensee’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
Licensee does not terminate within such period, the fee changes are deemed to be accepted by Licensee.

kg5 S A 0 GRS — K, (HAURET LT (90) RIAHE VA 7 KA. W1 SAP BATHRGERYEHT —H WAL TR, BRI AR
WA, NIRRT T B AEIE] SAP RIS AR B i@ M 2 HR =1 (300 KA, LLASTHIE A1 A% 202 1552 02 9 FH AR 5 S R 37 T B2
ActiveAttention fIR 557t FEI SRS, HL2% 1R H ik S 9 FH AR SE G M B 0 — AR S5 ORI AR 8. Bl T O SR AE RISV 9 25 0k i), ROV T RS2 AR
.

5.6 ActiveAttention Services will terminate effective the same date as: (i) any termination of the Support Schedule under the License Agreement; or
(iii) any Licensee change in its SAP support (i.e.; SAP Enterprise Support or SAP Product Support for Large Enterprises) subscription to SAP
Standard Support.

ActiveAttention RZSRAE () YFAIHH 2 LR MBI R 1k 80 (i) ol vl 7 DR R0 AL B SAP 3HE (flin, SAP Enterprise
Support[/)l 3 £k SAP Product Support for Large Enterprises[ K 47~ i 2 #5]) 2854 SAP Standard Support[brifE sz FF4E sz H& 1k,
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Exhibit 1
B 1

SAP Baseline Support for Innovative Business Solutions

SAP BIFNL LRI TT RELTT R

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.

HFTADIRE (U SCEE 1.3 HAIE SO AL SAP QRN % il th 7 RIL SR (DL T IFR “IDP 3CHE” ) 2R M AH, &R SR (BFEEAR
T SAP Enterprise Support[4\V 3 ##]8% SAP Product Support for Large Enterprises[ K& AV 5 S 5D HI%H:4 Fh o

1. Definitions:
EX:
1.1 “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.

CHERGPAE o AEARB R, IR R AR DD RER LR AME ] T HOBIZ AT ) SAP Bftk . ZERRARAE AEAR AV RIVERIN, 53T VAT .

1.2 “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 Licensee 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 Licensee to SAP in writing.

CRPBREGE R TEARMMER, “RPBEE R RIBEEME P TALAIRBL C “E T COE” ) BUEAUER IDP SRR MBE I 5 72 L.
XF%& T COE, ¥4 i& I SCHRrth i ARG S M %A WIRIRMMEMTE " COE, MV J7 A LA 1H JE 301A) SAP 8 8B ALE K IDP SCRFARSS ) 7
T

1.3 “Features”: For the purposes of this Exhibit, the reference to “Features” means the software or functionality and its documentation purchased
from SAP by Licensee under the IDP Support Eligible Scope Document(s) or SOW(s) listed in Section 1 of an ActiveAttention Services Scope
Document to an Order Form.

“TNRE” . TEARMHMETR, “ThEE” RIBWVFRI TKIEITIE R Y ActiveAttention ARSSTEREISCEYEE 1 AT AT IDP SCREG ISR SO SOW M
SAP GbISE AR BRI RE , S FEAEOE SRS

1.4 “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 Licensee’s data is recorded.

“HEFERGT o FEARMET, PR RIEIIREZEIMERN LLRARS, HTIEF LSS IEE A g s vl Uy Hdle

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

“SAP BRKAE” o FEARME T, “SAP AR SR FE BRI T R VE AT N SAP ARSRAGVF T IR BT A

2. SAP Baseline Support for Innovative Business Solutions.

SAP BIFTNb & U REL X H

2.1 IDP Support provided under this Exhibit is limited to the Features delivered to, and accepted by Licensee, under the IDP Support Eligible Scope
Document(s) or SOW(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) or SOW(s) and in its associated documentation. IDP Support for those IDP Support Eligible Scope Document(s) or
SOW(s) where Licensee’s acceptance of the Features will occur during the ActiveAttention Services Term of an ActiveAttention Services Scope
Document to an Order Form, shall commence as of the first day of the month following Licensee’s execution of an amendment to the Order Form
activating IDP Support pursuant to Section 3 of an ActiveAttention Services Scope Document to an Order Form. All other SAP Software licensed
by Licensee under the License Agreement is explicitly excluded from the IDP Support services provided under this Exhibit.

M T B IDP SCRAY PR THHR T W 2. ActiveAttention R 5538 Bl SR Fr BTS84 IDP SCHREGHE i B SCRY B SOW ) B ¥ 7T 0 38 A9 I 5 4 v
AR RS, IDP SCREMRSSLESS SRR (BUFRIRR “IT” D) 358 CnAERI IDP SCHRFAR TGRSO L SOW S HARSE S s 30O H BAZEAi
BAFRRA SRR IIRE . X TS IDP SCREA MG SC A 5 SOW # VR T 7 ZE T I B 2. ActiveAttention Al 2536 1 SCRS ) ActiveAttention Al 55 TR 3 48
HITIRER) IDP SCFFIM S, IDP SCRESLAHEVF AT 7548 B AT I B 2 AT #2 IRIT I B 22 ActiveAttention IR 45 Y SR 3 3 9I80E IDP SCRFZ G HIIRH 28
—RIFUG.  SAP KA A ELAL K IDP SCHF IR ST WA ASEL S 4 VR Rl AR VT B GRSV T 1 BT A SAP Bf

2.2 IDP Support is provided during IDP Support Office Time and includes the following:
IDP SCREFE IDP SCRFIMART R P42 4E, JEEIELLT WA

+ Incident handling by SAP for problems related to the Features
SAP % T REAH 5K i B2 ) 2 Ak 2

» Coding corrections or patches (such as altered programs not reproducing the referenced malfunction), or workaround solutions or action
plans
GRABIEIEBAN T (BN 2151 R TR s £ BT |, B R afk o ZEATE TR

* 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 Licensee’s non-Production System.
DhRESCHRAL — AT Ukb SEita B U8 IE TAE a0 W A D Re BB IR . EXAEH TR 7 -5 R4 FIFRENC &I R T ThRe
L.

2.3 For daily operation and cooperation for support-related issues associated with IDP Support, SAP will name a contact person for Licensee
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 IDP SRR H B E NSRS EA R M, SAP KNV 572 SAP GRS i k7 RIMITAFEE —RBIERN ( “IDP CHEZE
YZE” D o IDP SCRAAT R B IAT FHUESS, ALFRLS DA IDP SCREAEAT A SR 17 /i -
» Setup and management of the Licensee's incident component and associated incident queue(s).
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* Manage SAP Innovative Business Solutions internal support team assigned to provide IDP Support hereunder.
BHPHRIRIZ LA PLT IDP 3235(# SAP Innovative Business Solutions[ 13l 4% i ok 5 2116 P9 85 5245 BB

» 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
HF TOM (PR TAE LA H 5 IDP SCR-H [ AH R ActiveAttention AR5 44\ ActiveAttention AR 2% 20 5 Ik 555 3 e ik Rl i TAE

» 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
X R TQM P 9N ActiveAttention %5 20 B 45 5 SCFETTRIIK IDP SCRFAHSEH) ActiveAttention AR5 T H 44 () 5 A AR 5538 4F TAE

» Participate in the Executive Meetings on topics related to IDP Support (e.g.; report on Licensee's incidents, provide status on deliveries of
ActiveAttention Services related to IDP Support)
ZMEmERW WiRE IDP SCRAHRM A (ln, & #vraJ7 gl 24 IDP SCRAHCH) ActiveAttention Ik g5 I 22 AR D

3. Licensee Prerequisites. In order to receive IDP Support services as described in this Exhibit, Licensee shall fulfill the following requirements:
BT BTSN AMIME TR IDP SCREMRSS . BvF AT 77 Rij 2 LR 225K
3.1 Fulfill its obligations under this Exhibit, the Order Form and the Agreement.
JEAT BAEARB A TGS RIS 1 55

3.2 Transmit all incidents to SAP in English via SAP’s then current support infrastructure as made available to Licensee under the Support
Schedule using the incident-component provided by SAP in writing upon acceptance of the applicable Features. Licensee’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. Licensee 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.

TES ORI ThBE 2 ), JEIE SAP JEI A RN SCRAFER 28R IR SCREMIUR A B VP T R D, A SAP SRty dle:, BLoEscfn 45
TR ITH S L% SAP. IRk VR AT U7 RASKES K ThRe MG 4 L 45 IETA I SFAREAF, MW RE<s BT SAP 8 € JFREATIE 24 1 40 i 17 580 SAP
X AR IR R R A SE IR . BEVFRT T BRI, SAP Ml REGRITEAR SOOI B, ARG A RERT BT A B, X IEAC T B A TR TR (R 1)

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

WEVF R J5 LA R S R BURFAE s (ERELeRE L N, BVF R T BUER . BV IR B SAP TSR I SCRF SAP [ IDP SCRERSS, 44
S 3 B3R 0 L 2 R VR — 7 5 T

3.4 Licensee shall classify each incident in the Features or related documentation in accordance with SAP Note 67739.
R4 SAP R 67739, i VF AT 7 B X D A AR S SR AR FAREAT 32K

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

WAFrI J7 200 SAP SEBEXT JeAk 2 WA # B BT SCIF, e rh i B e Vi m] 07 B0 D9 VF Rl 7 AT RIS SEAN S 0 (A ol R L) .
BV R 7 30 0 2R B X 6 A SR SR R A SR B BT i 3%, AR 22 SO VR SAP T IRl b 2Rt .

3.6 Licensee must apply all coding corrections, patches, work around solutions, support packages, etc. provided by SAP under this Exhibit to the
Features.

AT T 250K SAP MR A AR BRI BT A RSB IE . #hT . RIS T 2. ORISR T DAk

3.7 Licensee may be required to upgrade to more recent versions of its operating systems and databases to receive IDP Support services.

REVF AT 5 T RE A5 B R AT R GO BE T B SR ARAS ,  LALEBRUL IDP SEHF 5

4. Changesto Licensee Information; Audit. Licensee undertakes to inform SAP without undue delay of any changes to Licensee’s installations of
Features and all other information relevant to the use of the Features. To check compliance with the terms of this Exhibit, SAP shall be entitled to
periodically monitor the correctness of the information Licensee provided.

BAHR T EERE: . WVFR R RN E AT SAP A R VF AT 77 D e 2% AR AT AR o LA K 5 D RS IO A ORI Iy BB 2. R gl vr T
J7 TR GE S B R BTG A MAFRI 263 SAP A AUE I M SM5 B 10 IE#

5. Additional Terms and Conditions.

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

AGLEIRIEAI R IDP SCRFS ARG SCRYEL SOW [ B VF A U7 AL DO B8 I VF T 7 AR 4R 7= R L ARBLA KRR IDP SCiF. &R b HAE
S M T FAC AR SR G OU R, BV R PR H SAP AT RERIEAER VW 5 FAR AR A2 R 4t LRt IDP SckE, B AUHI B IDP SOk,
RER LRRE, ¥ et IDP SRR T4 7= RS IR 4 i vF vl 5 U5 3 .

5.2 In the event SAP provides third-party software (non-SAP Software) to Licensee under the respective IDP Support Eligible Scope Document(s)
or SOW(s), SAP shall not provide IDP Support on such third-party software unless otherwise agreed separately in writing.

I SAP fKHEAHRLI IDP SCFF A TGRSR B SOW [l v al 7 S S =5 8k ik (I SAP #fh) , WIBRAE A BimE, S SAP AxfibIess =
Tr AR IDP ST

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

IDP S5 A h [ 35 )7 ket B AfE s 5 B e UNAS BT T i ) D RE AR T A 22 SR A1 S0 F
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5.4 IDP Support will end automatically on the same date as Mainstream Maintenance or Extended Maintenance (provided Licensee has subscribed
to Extended Maintenance) (as such terms are defined in SAP’s Release Strategy document at www.support.sap.com/releasestrategy) for the Base
Software ends.

IDP STHFRL T JEfli A 10 L e 4 By e 44 (TR R e vral y AL R 44D (ML KIRAE SAP IRRASERE SR g L, 1.
www.support.sap.com/releasestrategy) 21tz HHZ% 1L,

5.5 Fee(s) are subject to change: a) in the case of fixed fee IDP Support Eligible Scope Document(s) or SOW(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 SOW(s); or b) in the case of time and materials IDP Support Eligible Scope Document(s) or SOW(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 Licensee to SAP for the Features receiving IDP Support under the applicable IDP Support Eligible Scope
Document(s) or SOW(s) during the term of the applicable IDP Support Eligible Scope Document(s) or SOW(s).

WHIMTRESAE . @) £ IDP SCRFA S Y B SO R B SOW SR A e 9% F 5 AOF R B3 IDP SCRAIZNARIABIL T, JRSs B SB R IDP SCRF& 180
FEC RSB SOW JF A2 IDP SCRFMIZIRERI S HI AR EE s 5 b) 7E IDP SRFE %G H SCAY B SOW SR H it R A RL T 2% (K77 00T 4552 IDP SCRRIG
DNREMITEOL T, %S 2 S BRAEAR VT T J7 (0 # AH L 1) IDP S Rf-r i v SORY B SOW TEARRL ) IDP SRR K8 6 B SCR B SOW HABR N 452 IDP SCHFIY
DIREMISZ AT 47 SAP IRITR S (BFEZER ) IFER L, ERSER .
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