SAP

SAP ACTIVEATTENTION SERVICES DESCRIPTION (“ASD”)
SAP ACTIVEATTENTION fB#R89 (ML TF#% TASD )

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
i E

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.
"HEEE | HED=ER A Rl fEEEF23H31H -6 H30H -9 H30 HM 12 A
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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 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.
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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.
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1.4. “Production System” means a live SAP system used for running Customer’s internal business operations
and where Customer’s data is recorded.

TEBELRS ) (RIEERNE P EEGEE - BEFEFERZ SAP BN EAER -

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.
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1.6. “Top-lssue” means issues and/or failures identified and prioritized jointly by SAP and Customer in
accordance with SAP standards which:
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a) endanger Go-Live of a pre-production system; or
fe B A ERT RNV EFGEE 5 5

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



2.1.

2.1.1.

2.1.2.

2.1.2.1.

b) have a significant business impact on a Production System.
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SAP ACTIVEATTENTION SERVICES
SAP ACTIVEATTENTION fg#s

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.
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SAP Embedded Services
SAP ARk

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.
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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:
RAEIME » FHEIRNEE RSB SE)T E S AL E R E iEMH Z SG N - B8 THIH A —IE LT sk
AR A
SAP Foundation Technical Quality Manager (“FTQM”) activities:
SAP FERER i B AL (DUTHE TFTQM ) JiE) -
a) Understand Customer’'s SAP Software solution and business processes
TR Y SAP SRESIEIR T RS AR
b) Provide advice, guidance, and assistance in the following areas:
FROE YIRS B FEE RN ¢
. Technical risk management/program management of complex Customer Software implementation,
upgrade, and transformation projects

HEAEFPYHREE « TR S I 7 S m s a7 2 E

. SAP release & upgrade strategy that is aligned with Customer’s information technology (IT) strategy
Bz S EER (1T) SRES— 200y SAP RUA 5o -8R ol
. 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
SRR P 2 E R AR BRI, » DUR AT AL (FrENEE) & P HY SAP S 2 JBRE
c) Provide transparency for focus area progress including status reporting of jointly agreed key performance
indicators (“KPIs”)
FROt RIS NYE A Hh EELFEILYE 2 MRESHERE (DUTE TKPI ) AyiREEH
d) Develop and maintain mutually agreed Customer-specific ActiveAttention Services engagement plans
Gl g I 4 L [E s E 2 % PR EHY ActiveAttention ARESEE
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2.1.2.2.

2.1.3.

2.2.

2.2.1.

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

{ieiE ActiveAttention flgBsatEAVET - Hrh ELFE(EBIIRES K (THITGHFH LU SAP EIR A BECE

SAP Technical Quality Manager (“TQM”) activities:
SAP £l E & (LU TTQM ) JEE)

a) Provide advice, guidance, and assistance with agreed to focus areas:
FHE TV E Z FEREFISIE (R ~ f5 5 B

. 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 SRFOR ~ B PSR K AER SAP SR TH (140 : SAP FEECHIE! - SAP Notes Search #iI
SAP Solution Manager (1i>2£kf))

. Integrated end-to-end application lifecycle management
B 2 U B P AZ =2 e A B B B

o Integration validation of complex Customer solutions
REBSHEENEFRRITE

. Operate the SAP solution more efficiently
215 SAP [y 2 2 BRI

. Solution availability management, monitoring, and performance
f T T FIME T - BEFE ROURE

o Risk mitigation plan(s) for critical maintenance issues
HRYEE MR R R s T2

o Incident reduction and/or avoidance
SR DR B

b) Track Customer’s implementation of SAP’s recommendations and action plans resulting from the delivery
of SAP Expert Services hereunder
LAY SAP Expert #5512 - 1BHE%R P ¥ SAP ERETEETE 2 BIFEY

c) Provide periodic status and risk reporting at Customer’s project management level
M FEREEBY - R ERREE R S

d) Assist Customer in coordinating, tracking, and reporting SAP technical risk mitigation and Top-Issues
BN F i - BECRIERE SAP i R s fl s E

e) Manage quality gates for selected focus area projects
BT LR IR E R ER R

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.

Fir SAP ik ik B8l = 2 TH H &S TR - NS TEEANELETHEE - BIAEE SAP N ikFHy
HE - AEEMATERLT - MRATBEHUE ¥ SAP WIS FTE 2 AEATT 8 SR 8L SAP kIR 5 AHRER » 158 R H oAt
SAP Rz -

SAP Expert Services
SAP Expert g7

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
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2.2.2.

2.2.3.

2.2.4.

2.2.5.

Period during the ActiveAttention Services Term specified in the ActiveAttention Services Scope Document to
an Order Form (“Expert Services Quota”).

SAP 3R IEH &SR - (P ERT ActiveAttention fIRsa T2 Tl THEERRY ActiveAttention k5 &G E S
TEIERYT ActiveAttention AR HART A EHEHARTHY SAP Expert JRFAREIECEE (LU TE T Expert fRESECER, ) » 32
LR - Co-Design ~ ZEFEAE] ~ B R - MR MEELEARENE - PaaS 1 DevOps ~ {RlE - Il
HR1E RS AT (b 37 ST ARARTS (MU TWEHG T SAP Expert JHS | ) ({E075% )7 55 Ao DUETH /7305347
P E AIBRSL) -

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.

£ Expert fRiECEIN - B FRFARERE SAP Expert IR0 4H & BT EEAE SAP Expert flz#% - SAP H
Hii SAP Expert IRBHE R FFIALIEEUS © 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.
HEHEE SAP Expert fIg#s - & P R4S FTQM fEIREFEENNEER « SAP 1Y SAP Expert #5155 K
PR 2/ VAREE S YA - & SAP SR EELH] 1T - SAP Expert RIS INGARIE FIHARR KB 4= 2 AR
SKUETTHERR - SAP BHIE PR HEHTE N Tk AKE TR SAP Expert [RESsE KAVTRAE KRB - LEFRAE KRBl LS AT
R S A% B BRUEENHIIF R - AR FAVHEIL T - SAP Expert BT EERIREURE Expert ARISHCAHHE
R - (HAIRIFHENERE Expert FRISECAH-IRR < 5% PR SAP Expert JR#sBaia HBIAT 3 #EPEEE ST
JHIEIEEERZ SAP Expert [l - SAP 154£7% =1y Expert RS cai - IFRE 2 (AR BHI R E -

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:

% BN e R E R 2 AR A - MHEPR{E SAP Expert IR {E 515 (AR N2 HEAERARBRAE A - 3%
EERFEXERZKEEGESE SN T EREH - MHEPEBRIEES - 208 HE - ERiEHENATE
TEMBIRZ OSEBRIZIIA R - B BiTA & P ERE R 2 ) /A2 BERIE - THHE SELR SAP Expert IRF55
LA ¢

a) agree upon a more formal agenda for the SAP Expert Service;
P E SAP Expert fRFSHYTEGRIZ 5

b) the required involvement of Customer’s project team members; and
FEEEEZEENNESEANS 5 DU

c) identify any prerequisite SAP Software for the performance of the SAP Expert Service.
T SAP Expert IR Z (E( L H SAP G -

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 Expert IRy " BIRTRSEREATTE SRR ) BHIED IDP S8 (1 T 5E 2.10 fRfiit) Frik&ErITise (
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2.3.

2.3.1.

2.3.2.

2.3.3.

2.3.4.

TEFE R 1) (B > Bk h Ry T EEHY ActiveAttention s #ulE S {FH1HYT ActiveAttention AR5 22

SAP Expertise on Demand
SAP [ 35 5 PRI

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 [P AIE (LU TEoD ) ¢ TEoD BR¥s ) ) SRR - S1Eieft SAP HERETE ST
FaRA (% AR EPR B HARIARY 10 {E EoD K% TAEHEK - B LIF RS HaE CBINE R B THHA &
SR RO B B AR - I (B 2 SAP SBSHRIE G 4UNVE FR ST SAP EREGHEITAIMUELL |

ST P SAP SRS 245 A B S 5 BEHY SAP EBSHIAIR S FE I TAE - EoD BRI AEIE

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

[EER P R AR G R SRR Dk E IS 5 5 5

b) Features developed by SAP Innovative Business Solutions.
5 SAP Innovative Business Solutions FHEEHIINEE -

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 s Z R BLREFS IE 5 & SRR - HRETRERL S ActiveAttention 5 #iE S FFT51] ActiveAttention fiir
Z WO NE Ry & ARy EoD R (LU % TEoD Fi#H ) -

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
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.

FEEER] EoD R - H KA SAP STEABRAMS LIS SRS IR 2] > HApESIE TIE K& FaEK SAP
3B~ EoD TAEHYZHE&ER (LT HE TEoD T ) - SAP JE & FHY EoD TAFEIK o HERAMASIE
2.3 (RAUERECE R EoD T{F » B¢ EoD TAFREMrsA BB RMAUEIILIETT » SAP SIEEE PR
EoD TfF - fiisi SAP H] & E{T EoD TfF » HERSERK EoD TIFHEL —({TEEHESE T - B ST
BiEtE > WA SAP JERE T/E - Hi SAP [EREHL5ERGZIE EoD TIERTFRAYTRMGEME (LU R B AL > 52k —I8
EFF2H) EoD TAEZRFGHIM Ry 4 /) » F P REZ 2 TRMEIFREZ - SAP [EEMKTTEIEHE BT EoD TF
FITes ZAHRA LAF - 8T —THEREZHY EoD TIFEFEICEIIIFRIR (¢ EoD FLEEAHIEHIF: - EoD ARESATSH
JAAEAS Ball5s 2.2 firrpfrsl 2 SAP Expert iz

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
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2.4.

2.4.1.

2.4.2.

2.4.3.

2.5.

2.5.1.

25.2.

cannot or will not fulfill such EoD Task, SAP shall provide Customer with a written explanation of the reasons
for such action.

SAP JEFEREHE FATE JIZOmME R PR EoD TAEZEK » {H SAP MEA(R:E » HAMEHEREME E AR
HYEE EoD TAEZEK > MIfEMTASARE 288 EoD TAEEK - SAP JREERIE(TAIE(T - & SAP iUAME
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SAP On-Call Duty Services

SAP On-Call Duty fg#;

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 On-Call Duty g% ATt FHHE SAP SHRAHE N Z & A » DUSER B2 S8R & P T HEE SR AR
> 2% SAP On-Call Duty AR75HEi4s A ETHEEL g ActiveAttention Al 7% &1 SZ A% ActiveAttention R 75 HAR]
Z FR AR AR K 2% HARTHY SAP On-Call Duty 7% T{FEF&ELS (MU T8 T On-Call Duty Bo#H | ) -

An SAP On-Call-Duty Services session is:
SAP On-Call-Duty A T{FFSEL (45

a) either Monday to Sunday starting 08:00 and ending 20:00 the same day in Customer’s local time zone;
or
FEH—Z 28H F 08:00 £ T4 8:00 (HIX FRT{EiiEE > & H) 5 5

b) Monday to Sunday starting 20:00 and ending 08:00 the following day in Customer’s local time zone
AH—2 B HIH N 08:00 £ 4 08:00 (HI%& =AM & 2 fF H)

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.

EEJFE SAP On-Call Duty k75 » & P IELIE VT U TQM BHEIRAYA R E 522K - SAP On-Call Duty
K75 2 HERRFERS 5 HRTE LAl -

SAP Service Level Agreement
SAP R g4k fihirk

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.

#AETRS SAP Product Support for Large Enterprises (UL % TPSLE | ) STiBHALIRATE S » SAP IREEH
fipek ZHE (] {E By SAP ActiveAttention IR #54H (T - B2 SAP i SAP Enterprise Support g 4H)% = IE(REZ Z Ik
FKEEZ SLA -

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.

HETREE S ActiveAttention R 5#EE SCIFATY 2 % P4 4581 245 1D (AT TSID, ) » THIIRFS @4kl (
LU TSLA ) /REEIEEINATE SAP BEZst RESEIER 1 8¢ 2 WAFEA S ATsl St Ry & S - It
% SLA N % B s TREELIR AT EE — (B 52 B H B = EBAIA A -
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2.5.2.1.

25.2.2.

2.5.2.3.

2.5.24.

SLA for Initial Response Times:
WA ERE IR 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.

BSENER 1 B (BUTHE TIEE S L ) © SAP JEREHE (2 RERFMIN) BRI 1 B 1 /NFREE

o HEEEHIEE ER L A ENREHBRE R - MRS B TR MAEREE - ARZSEE
HFIE RESIER 1 - mEEHEAER TYIERATERNR © 28w e - £ SAP DRed i - 502
R SR - TR B R R P e F < PR R I -

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.
BSEIER 2 0 (BUTHE "5 ) @ SAP JERYREE (SAP & ith EITIFE]) (BSLIRF? 2 1% 4 /N [E]E
o BIEWER L G2 R ERE - MENENFEMEIER E1F - AR EFEAE HETIER 2 - EER
SAERFEAN - AR TATIS 5 R AR AR DO RE 58 A SR s AR 0 -

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.

WMFHIEBFLIAT B sTHE - 5525 SAP HYE =484k | SAP Notes &iHE HFTHEHLHY SAP F1&C
67739 > 444N - http://support.sap.com/notes -

SLA for Corrective Action Response Time for Priority 1 Incidents

BSLIER? 1 AT IR (FEERH 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.
SAP [ERHEEE (2 RIGERFHR) FiaERIET 1 H0Er 4 [J/NSA - & FEVESEIER 1 SR
DRI T B e 1 07 ZE I E T 8 (DA T8 T ERIEBME ) ) -

If an action plan is submitted to Customer as a Corrective Action, such action plan will include:
EEEHEIE R IEBFIR G - WS TEIRaLE -
a) status of the resolution process;
FRJVRAZATIRAE 5
b) planned next steps, including identifying responsible SAP resources;
P s 2 R @V B - CETEIHARZ SAP BJH
c) required Customer actions to support the resolution process;
FEE P E LSRR
d) to the extent possible, planned dates for SAP’s actions; and
TERTREZ PRI - SAP fTEITHE 2 HiH © K&

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 HEFT T IGIRRE ST HY H BAMIFR « 12 SEHIRRE SRR S S H Al B (R sR U TEY 2 %2 ~ i ERY
REVER > DURCT —JGIRRE BRI HY H SRR -

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:
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2.5.25.

2.5.3.

2.53.1.

2.5.3.2.

2.54.

FIEBHIEAT SLA (E28 . SAP R R R BE R RS0y (DU RS T BB | ) - PREHIG A B SRR
"EFENE ) BT SAP SRR FE ) IR > Hod

a) the status “Customer Action” means the incident was handed over to Customer; and
TEFEIE, IR RIS TR ESEE S 5 PR
b) the status “SAP Proposed Solution” means SAP has provided a Corrective Action as outlined herein.

TSAP BRI | IRAEMAHS SAP CHRHEASIATAAT 5 IEEH(E -

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.

EAE 4 NI BREI A » SRS IEBIERY SLA @ SAP fRHIAR T (" SAP SRR JT % ) JRRE)
JETRFESFEETE] - BoEE P R EEFEIET =@ -

Prerequisites

FEARM

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

SLA BHEERTA SR & NI IJe e - Tl @M -

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”;

PR Ealis 2.6 AT E TR AR AER DS - FEFTAER T » BEESE SAP WHeHIETHRASE R
» H SAP B H I EIRREERE S " A2 REIHE

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
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
HFFRERZ F £ SAP Solution Manager (1i:35%7) Z4E(R SAP ERF SRR S8 E i LTSRS - Al
FAfEFPE & SAP B E R RATEIATREAVHBIEA &N (A0 SAP G 16018 BURAGKIEE SAP &EiT
16018 HY{E(T] SAP GEECATHY) » LUK

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

Extended Maintenance.
FEEEE E RS e 2 dE N o dGEE SAP BEEIYE S THRAARE

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

BN ESIRR 1 B0 > FROAme FYISER R -

a) the issue and its business impact are described in detail sufficient to allow SAP to assess the issue;
HRE R BB B B DR st ik - R DU SAP SHEZ R -

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
AT (SR ERFIEIR) HESTEOEI H B E 0 AERAIEEE A - (R0 8 SAP T » DL
EAEARMBS IR 1 S b SR BEE SAEAS M T RS TSR B

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

RPAIR RSV ERER - ERHEEF PRGN LR G AERT SAP -

Exclusions

BREMARL

The following types of Priority 1 incidents are excluded from the SLAs:
TR AR RF 1 E0F > WAEERE SLAA ¢
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2.5.5.

2.55.1.

2.5.5.2.

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;

BRI B Ry % P B SR HY AR S5 T TR ~ RO Re/SEHBERY 1 (BLFR{EATREY © SAP Innovative Business
Solutions fe/si SAP T-AEIFASFHTITARA « B R/=ThRE) - BFEA] SAP B TIEGRIs 2 HaTiE
BRI -

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

Wk B SRR PR EVERBG IS DO4E (T ~ 3E5RThAE BB LAY B R (M & AR S - JE T HARERER: - BN(E
BEEERMERRA R SAP B SAP B ZERTEILE > JRE 5 DU

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.

BREIRATFRW RS - METhREGA (MU T RISEE0K ) ) BT iRRNeE A K -

Service Level Credit

HRs S AT

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

# SAP FLHEFENZHTA SLA » R ety EE S 95% KIS ig i EHEIE - BIFER Ky SAP B4k
bt SLA BUERITHSRR - H& A Ball SLA BUERS ActiveAttention fRFSHARE 2 AL HIEZREN (BHEFTA
SLA 2 548150) FresciyEs(E/ DS 20 4 - ER B SAP Bk bl SLA HEBITHSE » AR SAP il
H & 2= BRI 2 B F B ERIIS ] - sk Al SLA Ffi#aE -

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:

R EBHEE 2.5.5.1 RZHBUE - BEATFFE SLA ZHFHIHEEE (DL AIRE TSLA REGRSL ) ) - RIREE T YRR
HfRfF

a) Customer shall inform SAP in writing of any alleged SLA Failure;
Z FIELIE AR SAP (L HATE R Z SLA KHHR 5

b) SAP shall investigate any such claims and provide a written report proving or disproving the accuracy of
Customer’s claim;
SAP JEFE HIEZRNE - Wi At nl I s = P R EEM A S

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;
ZFIEFE 1A SAP HROLEHEIRE - DUEIEEMYHE SAP H5F SLA BUEHI SRR

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;
AL 2.5.5 R BE » Eieds nIE6H SLA RIGIRL » SAP JEESZ T —2KHY ActiveAttention % &%t
SRALIRE BRI (LU TR TSLC ) - HIRATA RS BEEIART SLA RRGIRI - B P E
H & ARSI HA E 7% FHY ActiveAttention 52 FIHY 0.25% » iy <F = HEFE 2 SLC EIR
RUE - TRENE P45 B R i % R ActiveAttention flz#% HIY 5% ;

SAP Service Description for SAP ActiveAttention Services CHINESE (TRADITIONAL) v.1-2022 9



2.6.

2.6.1.

2.6.2.

2.6.3.

2.6.4.

2.7.

2.7.1.

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;

EZEIER S SLA RO Z HIE TG R 1 E AN - FHEM SLC AT SAP -

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
SAP ARG ST SLC - FRIFHULEIZ P SLC fR & HRRE 2 HimaEa ; LUk

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.

% 2.5.5.2 fiRfTHLY SLC Ry¥% PR L e E R SLA KRG E— ~ BEROK

SAP Root Cause Analysis for Custom Code
SAP EETHE S IARA R R 3 A

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.

SHEHE T SAP Bl TEGEBEINE F EETIEZNNE » SAP &fRIEES 2.5.2 {RATH; SLA ZHE » $HHESKRIB L
AEE 2.5.3 FRAETR AL T B ActiveAttention R d[E SRS 2 2 224501 SID 4H & HHEARYIE IR
1 MBSEIRRE 2 S0 fRBMEB RS SRR T R 4T - EIRG IR AT RE R (B A T 2 fe 2 -

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).

B L4ltEE 2.5.3 AT SLA 2 RSN - Z55UE] SAP HETREAEARARRN MR - EEEFTRE
B 0 H MR B SAP B E M E P LU (WHFSFHMEN > F2HELTHEIU

http://support.sap.com/supportstandards) -

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.

& SAP mlEkA1%E B H TR Z FAEEER AR AT RER AR - BIER R SAP st = BETIE RS 24
RAMESEIER 1 HF » OGS B IEEhERY SLA BUE -

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.

fsm e - B TR NSRRI # R - SAP BTSRRI R g~ EE AE P E T2 SR At 5 1E
B(F - RIMEE s BRI 720 - THREM S IE s =] e i SAP Innovative Business Solutions {{<{[
&L AL -

SAP Premium Service Level Agreement
SAP Premium fg7%f&ak s

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 of as a component of ActiveAttention Services engagement.

SAP Premium fg %4k isE (LT TPSLA 2 TPLSA | ) w2 HLE R EBE B G 4UFTHT SAP Y
Enterprise Support BRI 2 TR =Y SAP ActiveAttention AR#54H4: - 5/E & ActiveAttention AR5 -
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2.7.2.

2.7.2.1.

2.7.2.2.

2.7.2.3.

PSLA (&It IIEARERE R S 4IRTHT Enterprise Support BAYIFRFERE 2 A e difineg - {E & ActiveAttention fiig
BEE -

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.

HRETIERE S ActiveAttention R #EIESLIARATYI 2 % 28581 SID 4H& » F5I PSLA Z&GERF#E R FTA SAP
BEZE BBSEIER 2 - 3 5% 4 (EFESER SAP U 67739) T & A ST FRE LM G F M - 5 PSLA
IR %5 s TR A — e B H B R R A -

PSLA for Initial Response Times:

FIHAIE] FER IR 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.
BT 2 B (DATHE T& ) © SAP JERREE (B RERFRIR) BRIET 2 FE% 2 /N Ol ERE
BIIRFE 2 B - HIEREBL S ZRMERE W EIFEAEREE » QRZEEHE KB
FF 2 o MREEEE MR - ARSI TRITIS 5 B/ S AR TR Thas 58 A $E SR B AR F -

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.

BSEE 3 £k (DUNTE "o, ) - SAP JENEM IR N BEEESLIET 3 EiHE 4 /NFNEELEE
FNEFF 3 B - MRIEFEEB LS ZEHE  IWEIFEAE BESIER 3 - MEIERSI TR B PR
RESE A SHER AR -

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.
BSIEFE 4 0 (LUTHE T{E, ) © SAP JERVE M EIIR N BEEEIAT 4 E0-% 8 /NFAEIEHIE
FNEFF 4 B o HRAEIEE B SRR VERR AR & AL B E RHESTIEF 4 - MBI
THRESS AR SEEABCI AR - Mk DhRE IR R I =R DA -

PSLA for Corrective Action Response Time for Priority 2 Incidents

BIEIEFr 2 SO E IEB)(FEIFER ] 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 A E EITR A BEE SIVESTIER 2 H00% 0 FER 3 (E TIEH NSt IS ERIHT 2 SRR
T~ RIERE TSR TR0 R (DU TR TEIEEME ) ) (UL TS TESIERF 2 AUEIESE PSLA, ) -
If an action plan is submitted as a Corrective Action, such action plan will include:
EEE B R IEENE - IEE (RS T B -
a) status of the resolution process;

FRJURAZATIRAE 5
b) planned next steps, including identifying responsible SAP resources;

PRS2 RGPV ER - EfETEIHAEZ SAP EJH |
c) required Customer actions to support the resolution process;

REE FEE LSRR
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2.7.2.4.

2.7.2.5.

2.7.3.

2.7.3.1.

2.7.3.2.

d) tothe extent possible, planned dates for SAP’s actions; and
FERTREZPRIEN » SAP TTEITHE 2 HI 5 &

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 HEFT N IGIRRE S HTHY H BIFIEF R - 1R GEAVRRE ST B A5 2 B Al Ky L PR T8 Z % ~ Pl Eley
BRETER > DU T —IGIRRE T HY H BIAINRE] -

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:
SHEHESEIRRY 2 FOAVFE ESIERIER R PSLA {E£RRIE SAP BRI BRI A (DUTTE T BRRE
M) - B RN EREEAIRRE R T B FENE ) B0 " SAP SRR ) BIRERT > Hir e

a) the status “Customer Action” means the incident was handed over to Customer; and
TEREE, RIS T RSB ESEE S - DU
b) the status “SAP Proposed Solution” means SAP has provided a Corrective Action as outlined herein.

T SAP BRI ITE | IRAEMATS SAP CHRHEASI AT BE TEE)(F -

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.

ERSENER 2 BRI RIER L 3 [ TIFH A#ErT © SAP Sl )% - RIEHE s FEaT#]  BoE& PE
B ESEIEIRT - A REAEELIAF 2 S ED(E PSLA -

Prerequisites

JeR PRI

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

PSLA (E1EEAFTE NIRRT » D72

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”;
bR Ealiss 2.6 AT E TR AR AIEE D5 - FEFTAER T - BEESE SAP BHaHIETHRASA R
» H SAP B H N EIREEER SRy T A ZIRFIHIHE

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
EFERZ £ SAP Solution Manager (1:57) Wi SAP SISz L G 3 Fr IS SRR - RilfafE
Frel & SAP $# & BRI TEN AT AR AVAHBASEAH SR (U1 SAP FE5C 16018 B SAP FE5C 16018
HIEfET SAP FEECATHL) 5 DL

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

Extended Maintenance.
B IEEAT £ B 4 SRR - W8 SAP RRESHYZE mudd TTHUAARA -

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

HNMESRIERF 2 £ B OFURE THIBRIMISR R

a) the issue and its business impact are described in detail sufficient to allow SAP to assess the issue;
B R BB B PR BRI R st il - e DU SAP SHEZ EE -

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
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2.7.4.

2.7.5.

2.7.5.1.

2.7.5.2.

ZEAIER (S REEFRER) R R B BE 0 RIERABias A - (L8 SAP HET#E - DL
(EAEARE MBS LIRS 2 S L 3R B S PAEAS M N RS TR ATRIE) - B
c) Customer contact person is provided for opening a remote connection to the system and to provide

necessary log-on data to SAP.
RFAR AR EIR AR - CARALE PR AR Z5 AR T SAP -

Exclusions.

FRONIRDL -

The following types of incidents are excluded from the PSLAs:

IR B - WA ETE PSLA 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;
BT R P BHEEY SAP BREG S TTRRA ~ MK R/ RERT R (BFEEARTRE © SAP Innovative
Business Solutions Jz/2 SAP A EIFHSHTSETTIRAR ~ WA R /Eezhae) - EEH SAP B LIFGH#Z
BETIZZBERD 5

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
el R SRR RERVERBS M INAH(F ~ BY5RTNAE BUEAY B2 M @ R A AT RHAY 4 - T B RERERS » RIfE
EER R MERUA A SAP 3% SAP BA(A (S EFTELE » INE 5 DL

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

BORIRAFR RS - TEIIsEEhdk (CUTE " BISEEK ) ) s R S eh K -

Service Level Credit
liSEE =R ekl

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.

& SAP FLHEREAZATA PSLA » R iy s A St 95% Mygead B (EHEIE - BIER R SAP E
i Bl PSLA BUEETTH RS - H& P Lill PSLA BUER: ActiveAttention IR AR Z (LI HIEFEN (3t#
FITH PSLA 2 524815 00) i KBS/ s 20 {4 » FERR R SAP Bk Liflt PSLA BUE @1 T H I - Aife/E SAP
PR s H g 2R BRI ST 2 R R L BIFERYI ] - $9oRHE Bl PSLA BSfE#EE -

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:

ik EBASE 2.7.5.1 2 HUE - BARFG PSLA ZHFH&EE (UT737fE T PSLA SLBuiR ) - AR T3I8
FIBRRF

a) Customer shall inform SAP in writing of any alleged PSLA Failure;
ZFIELLIE A SAP (L HATE R Z PSLA LRGN ;

b) SAP shall investigate any such claims and provide a written report proving or disproving the accuracy of
Customer’s claim;
SAP JEFIAEIIEERES - AHe it e BHER = P R EEM Y F e

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;
g J1E SAP RELEHEEREN - DI IRt SAP 5T PSLA £UEHYREEREF |
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2.8.

2.8.1.

2.8.2.

2.8.3.

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
reported and proved, subject to a maximum PSLC cap per Calendar Quarter of 5% of Customer’s
ActiveAttention Service Fee for such Calendar Quarter;
AL 2.7.5 RZHUE » HHd n]E69 PSLA KAGIRIL - SAP JE % =T —ZKHY ActiveAttention £¢H]
RO Premium RS (ATHE TPSLC ) » $HRATA LB SR &S BEEHIN PSLA LRGN - &
PR EE 2 HEFRENIRITEAE R E FHY ActiveAttention flR#5# Y 0.25% - HE(LfEE TS HIE
F[E2 PSLC EIRBIE - JRENE F R %% HIE RN & 2 AT ActiveAttention 5% FIHY 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;

FFTEAT#E PSLA KRR HIER A HR% 1 {EH N - #ATA PSLC Al SAP -

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
SAP ARG ST PSLC » FRIFHULE| % P PSLC feth & RIREE 2 EHmAl » DU

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.

%5 2.7.5.2 ATy PSLC By¥i& St (LT sE IR PSLA KGRI E— ~ BEROK

SAP Product Engineer on Demand Services
SAP 7 i L2 AT FE B I 75

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 & LAZATFEEER S (DA T/ T PED BR#S . ) B—UUEfRARTS - BRIESITEVE - BHIAEEL SAP (i T
F2AG (LU T EEmTARAN ) ) BREERIR DU Sisa s

a) analysis of incidents or issues;
BRI

b) issue resolution/workarounds;
T RE i 07 =R e FE T

c) Dbest practices; and
REER DUk

d) software design.
L€ -ti'a

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 MRt L 24 FIAEAGH LS T B op ActiveAttention RS #EIE SR Ffrk 2 ¥ ER = 22
it -

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:

FFFEMKIE SAP TR AFREL S AR (R aEHERAET - DU IR S 4& 72 b AR RS #2 Bt HFE SR @ 1
AURHRE (T 4m5E) » 148 SAP STIRESBRIRAE DI SRR Z M » J7RERHAEE M PED IR#s - PED IRFESRHE
FRS

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
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2.8.4.

2.8.5.

2.8.6.

2.8.7.

BIETHEEE b ActiveAttention RRT5H[E SCARFTEiA 2 AR IERFZ AR R ERIAVEME - B SAP R HIEIRGE
B TRZIRGIAVHE ) 5 DA

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

B E 2 M RE QA PR SR TRICASAHBR R SR Ha A E T po SR e v 2 i@ -

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 IR N EEIKSARIHMRR TR it 2 B B R A B IR B AT - tbAh - PED IR RN @A

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);

RATY B & P FASEHY SAP BUAG S 1TIRA ~ A K/ ThRE IV EF (BFEEATREL © SAP Innovative
Business Solutions /= SAP A TIFHEAVEITRRA ~ MR KR/EIIRE) 5

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
RBI A Z 400 e AR S AE A —ED 3 T2 sl i Ry & (E RS FEAYEASHAT AR (4 ~ 3 9B ThRE BB B 5 /3
A > JETBIMERRRR - BN S Lo R A A SAP B¢ SAP BEMARSERTEEILE » JRE 5 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.

BIIRAIF RN IEEE - METhREGrA (MU T BIS5E0K ) ) SRR a5 A oK -

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 it PED f#hada H iz 4 1N - $HETIEE | ActiveAttention [k 758G [ SRl AR 4F 2 4 e
AL AAETEIR 1 A TAZAT - 4581 PED ARFSATMELETH H ARG SAP SEMHHA 8T
ZHEHAERE - FEE AR AT AT GRS IR A R IR 5 T/F H B4 8:00 2 T4 6:00 Ky 8 /NRFHAfE (A
T T PED B3RS ) -

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).

TS Ry THEEL T ActiveAttention I 756 & Sl 2 & IEZUE (F 40 e IR U4 1R 25 9Re4H & - AR H
SAP Customer Center of Expertise N5 EBEEILEA SR A (FIRABETHEEERY ActiveAttention i #S#EE
SCURFRE 2 Bksg NBUE) (CUTHE T2 5 PEDBREA | ) » WFEIR U nTREIR I %% = PED Jiiés A (2% = PED
Higs NHTRMEATR) Zhfss NEEE R CU R 2 S TE b M BEsE5R0S) - %5 iy PED Bids AE A& 5 Z 12
K& TEERERZEP ML RR » S RN EEREBUARZEIT - PED IRFEEN TIRIRNIEF
PED Jts& A -

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.
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2.9.

29.1.

2.9.2.

2.9.3.

2.94.

2.95.

HEfFRC(T PED fRSHF - &P HY PED Bréd NG IRV fn L2 Al ESL [F) g1 i3 HU L 78 e AR =VAE A
T AT TR EATRERTS © e EMRFSHEEL SAP FEAERIAC SR U Ry BABEE -

SAP Accelerated Incident Management (“AIM”) Services
SAP Accelerated Incident Management (DL & TAIM | ) ABT%

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 H%ﬁ’:‘éé?ﬂﬂﬁf‘aﬁ%ﬁ?@~§§ﬁiﬁﬂj:¢ 8:30 £ [F 5:30 » FE{FHL SAP IR A AR A (BT
TSAP BEEHEE | ) » (HHESETEEASUERE RS FRECEAZ SAP RGP ATERAE:
NEFy 1 AMESCNER 2 BEEZ Bl - RINTERLIR - SAP HEUEH 8 25 RN Ba TR 6 HAE T -

The SAP Incident Manager provides:
SAP =BT SR

a) incident activity and status monitoring for Priority 1 and Priority 2 incidents;
BSENER 1 AHESEIRR 2 S-S AREEN IR R L%
b) trend reporting of Customer’s incident situation on all incident priorities of selected systems;
FHETUEE 2 RSP B HELIRFF & P g 2 S
¢) incident management process empowerment session(s); and
B EHBRFREELIEREE DUk
d) periodic remote meetings with Customer to review the status of Customer incidents.
B PR IETHYERR g IEEE P H AR -

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:

EESh - SAP iRt —%4 SAP SHRAASNHVERENET & - AFER R/ Bh % 5 A e AT s B
BN CUTHE TEEBEEA L ) BEERIET 1 S - EAENEE BRI F st EHESEHT 1 B4+
RIMESRIR KL LN AN5ER » 2P A RREE fIRIVE RN EH R - B EEER SR B TSN
Fyib (DU R Ryd)

a) resolution or workaround of the Priority 1 incident;
BSENER 1 SRRy T B R R T 26
b) reduction of the incident priority level to a priority level other than Priority 1; or

BB R R IREIET 1 Ay EAM BRI 5 5

c) agreement of the parties to disengage the assigned SAP individual.

EENEEEMIRYE SAP fEIR A SRR -

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

AIM [R5 & B R TS AE £ B S (i a Z FEEI P - T8 SAP G HYEE St 3 A TR TR S4F

AIM Services will be provided solely for the select 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 fR7S 2z Feft > FHEBARETHEER SAP ActiveAttention AR5 #EE SZ A+ e € < BRIV IEVEER P %7

SAP Service Description for SAP ActiveAttention Services CHINESE (TRADITIONAL) v.1-2022 16



2.9.6.

2.9.7.

2.10.

3.1

3.2

4281 SID H 5 /5l SAP Elfle I 2 & - & P15 Ry SAP FEaC 2649568 AT 2 %% SAP Elmfik s
BEHLAIM A

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).

HEHEERS 3 ZEBEIGENSREEGE A (LU TR AIMBREA L ) » IER AL A B EER = AIM B
& N2 Hitds NafdiE R L H2 8 T E L M B EESRS) - AIM IRBSRHESS M TR ERTE S AIM BigE A -

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.
TR AIM RS - & 5HY AIM 48 A SHEIRAY SAP SECEH B EILEIEB 1 SHUIGERRE gk -

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

SAP [l EfRF T FIEE S B (LU TIDP K38 1)

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 SHRAMASIII#% 1 Fraligt ¥ THIFTA A sc4a % P L & PRI HI D RE R (S (iR BE SRR TS » 1R ftaX
TERR SR B S THE BE AN ActiveAttention RS atE STt i ESTHE L SAP Innovative Business Solutions
G g PR aE B S 2 HE (BUT RS T IDP X afg il s ) @ ([BRIA IR S4Y (HLhEREEARIRY SAP
Enterprise Support 5 SAP Product Support for Large Enterprises) fft## i 7 ka4 -

ENGAGEMENT MANAGEMENT
HEEH

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.
#)TESENEIRIRE H &3 - SAP {YIH H&HENRE A Ry 2 f5IREY FTQM - 2 SHYIE H &R mse L5 - HA M
REFE P ERR - S A E LSRR BT - WHHEHEHER SV S FEHE a4 - s
JKEY SAP EIFEFTHETTHY ActiveAttention iR fE L S HYTE H 4CEUE T iiAEH -

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:

AN - B TTESEAETE ActiveAttention RESHARIERIRTEEGH (LU TH TEEER, ) - EHIEGRE
TR VBT R GRS H BRI T R ELUE - B EE g HIERRIERATY ActiveAttention
AR REAR B ~ 55w BLILE R E Fy 2K ActiveAttention Rz HIYE & fREERIVE — D HEE - R EHKHE
th R S AR U FE IR R ey R (EA IR THIRE

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;
ik ActiveAttention flg#sat ST THEMESTAL - M0ARFRH(5 45 SR E BH R ARG FI - KPI AT ActiveAttention
et TR
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3.3.

3.4.

b) Identification of risks and/or delays that may jeopardize the performance of Customer’s SAP Software
solution including risk mitigation recommendations;
sl ATRERE A = SAP SREGHR A T 2R RERY b I/ EAERR 0 - B8 i ek i F 2K
c) Implementation of recommendations;
R
d) Discussion of open issues and any change requests from either party; and
PHE A B E— )T B AR B R R TR R 0 DA
e) Relevant details regarding project organization and planning.

SR AR -

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.

Gkl SAP T H & AR - HEE AR P IYTHE H ST o 58 P 0YTHE H SRR L
L& 30 ETFEHANLER IR EERE - WM BRI EEEFH K - ARHE e POl Hm S - &
T EENELREREE SR i B S 550K » W3 TR A hRA DUERZ AR BB -

SAP Cloud Governance
SAP Cloud &

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.

EHEFEEETE SAP Preferred Care (ZEiwhk) F/2k SAP Preferred Success (ZElf#hR) » £ ActiveAttention fi 7%
WM SR SR E R (Bt SAP Bl SKHREER) 99 AR SCE 3 iR At 2 ActiveAttention fRF5IH HE
HUAHE S [JRED - SEL Y g - B EAVHE H & R EE - At R % P RHER TR SAP Preferred Care (E
UmhR) /5 SAP Preferred Success (ZEi#HR) ©

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.
ERFFVE =TT G ERE (CUTHE TRREERBE ) ) ZalFRRE(E5] ActiveAttention fR7SIEE)H:
PN ERAE - &P ERRZ E 5 P A EB EEE % FHIELT - 4 ASD FIZTHEEAYE(T ActiveAttention fiiz
SRR S 2 BUE - B R ER T SAP KA ASD FISTHEEL {0 ActiveAttention R FS#EESL (2 HUE BT H:
FH%  JEIS SAP fRHI GHIBORIFEH&F -

CUSTOMER REQUIREMENTS
EFEBK

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

FHEMETHEEREIL ActiveAttention FRFS » & FVA ¢

a) continue to pay all support fees (i.e., Enterprise Support Fees, or Product Support for Large Enterprises
Fees) under the License Agreement;
RERAG T M S VB (T SR # A (JRED © Enterprise Support # ] = Product Support for Large
Enterprises &) ;
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5.1.

5.2.

5.3.

5.4.

5.5.

5.6.

b) otherwise fulfill its obligations under the License Agreement, GTC, the Order Form, and the
ActiveAttention Services Scope Document; and
IKIES I RES 4T ~ GTC ~ FTHEELEL ActiveAttention RS STIRITHR LUK

c) provide remote connectivity and data access in accordance with the Support Schedule.

B PRI SR AR 2 BUE SR L i AR R B AL -

GENERAL PROVISIONS
— Rk

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.
FRIRHIN AR A RE S HLBL SAP BCEA SAP BR(A(RSERT %2 2 (BB & %Y T P E Y IEH 1% -

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.

RO RUER - BT ESE AR ActiveAttention IRFSHIAI(HE SR A3 - %57 ActiveAttention fFTH
B ZAERHE RN R LLBS R Bt4s SAP ER -

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

FHIRHY SAP EIF (BFEEIRIINECER) ATRe g~ E AL SAP AN E AT ActiveAttention AR IS
g -

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

SAP {SHERHER] 90 HEsHEE A - B EFIRAL Y ActiveAttention s #EEMEITARESEEE » DUZL SAP #X
BRI GEFA S5 BT AU - {ERTIRZES ActiveAttention R F5EEIMEIT 2 /BB » KHIEH] 2 SAP HRASHIE
EYPHES - B T AT ERRH DGR TR ActiveAttention fiRF5HY SAP 2= - & SAP EBEEKE 5.4 ik
RUE S FENY - ER P AR EEE AR 90 H HARIEIMT - 4% 1552 b % 6 [J 8 s A s 2
ZAEAAIETHERRRY ActiveAttention fIRFSHEEEI S - H& PAREZIR AL L - HEEEFAERERE FITEE -

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.

BRI & HEFEEE 0 W05 90 HATSE RSB HARIEF - & SAP BEERKpTMHR &S H & A - &
BRI EY > HEAHEE] SAP A% G E S ARl R0t S8 S a1 R H B
FEAER B 1k > 1 30 H N PAFH T 2% bz i & S 5 B 2 (R TR TREELEY ActiveAttention k758G [E SC
- EEPARIEZWIEANE L - HEIEAEERERERE FEZ -

ActiveAttention Services will terminate effective the same date as:
ActiveAttention i H T 7148 [E B HAEES R425%
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a) any termination of the Support Schedule under the License Agreement; or

IR AGT R S AIRUE SR L SRR 5 B

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.
Z1R8 SAP Standard Support.fiif& SAP 1% (JRE[] SAP Enterprise Support 5, SAP Product Support for

Large Enterprises) &4 (T —5 F8EHET o
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1.1.

1.2.

1.3.

1.4.

15.

2.1.

Exhibit 1
Fiid 1

SAP Baseline Support for Innovative Business Solutions

SAP Bl SERREATT RINERE 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.

A S AR R A SO T TS 7 HEFS E SR M ERAE SAP Al 2Efgh 7 R EE L (DUTFE TIDP 248 )
ZAHBAN A - SRS 1.3 fRATEL - BRI S (L EFEEATREY SAP Enterprise Support 5 SAP
Product Support for Large Enterprises) F#& H 7 #EgREIN ©

DEFINITIONS
i E

“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.

PEAREE ) - AR Z HEY o T EAEES | 25 IR R (E R DDRE AT (R IB R (E R SAP #kAg - 5
A 2 PN I FRIR A 8% Z AR E - T A B RHE

“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.

P& el B ARIsR s B o B T mimEiEs . 25 R HEEIEERY Customer Center of Expertise (12
% T Customer COE | ) siAMEZK IDP SRR V% 5% S BT - $1%f Customer COE - Ji i F <7 & HH4H
FFHRA AR ER R - 4L Customer COE » RIVEFRZE F LAEHE /720H SAP f2 A HEZK IDP L&k
BHET -

“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.

TThEE ) @ ANANSR B B TohEE ) Z5IRGIEE P ETHERR ActiveAttention [k 755 i B SC {4 H A7
IDP RS HEIESI {2 HHE - ] SAP JEE AVHES s IhRE R HAaS sk -

“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.

THEERG )  BRANSZ B B TEERS ) 25 GBS ER L2 — R S R A B s &
FERHYRNIG 247 -

“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.

PSAPERER, © ANAIEZ BN - ¥ TSAP #l | Z5IHRIEE PRI &4 SAP HUSIRIENFTE
HAS -

SAP BASELINE SUPPORT FOR INNOVATIVE BUSINESS SOLUTIONS
SAP Bl RSEMRATT IR 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
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2.2.

2.3.

2.4.

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.

AT EREEAE 2 IDP SR E RIS THEELHY ActiveAttention AR5 EEESL At ATdI IDP STk A& SEECLIF e
A% PALKCHERC Z THAE - IDP SCHRIRES AT iR N S BEATRE S TR DU AL A EERE (DU TIT ) 38
B Z THREHZHRE » #FEAE R IDP PS8 s S DU HARRRSC# U 2 E % -

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.

EEFRETHEEAT ActiveAttention RFSHEIESL(FATYI . ActiveAttention ARSI A BRUIIEE - HIFZSE IDP
ETRHLE (T2 IDP SHRRHE TREERAY ActiveAttention fRFSEEECIIFZME - HE FHERERETNELL
B IDP S22 T — A AV —REh - & PIKEBERE SLURTIE Z PR HiAth SAP UG - S IARERRIRINA
it Sk Fr AR L IDP < $E AR E -

IDP Support is provided during IDP Support Office Time and includes the following:
IDP SZ#%{%J% IDP i 2 SE i i R (it - HAERETYIEE

a) Incident handling by SAP for problems related to the Features;
H1 SAP St ThREMHBA R EACE TR AR T

b) Coding corrections or patches (such as altered programs not reproducing the referenced malfunction), or
workaround solutions or action plans; and
Gmits S IE S E MR (B0 © N EBHERIESRE e ) - SR BRI T KB TEETE § 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.
DIREMY SR EN: - "R IR AR E TR — S IEE E MR O E EEM - EVREGNE FHFEAE
ZH ERASE - RPN AT -

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:

Fo$t$8L IDP SCH A RN PR AHRARIREAE ST H W (ESE ) & fF - SAP JE{EH: Innovative Business Solutions 4§
BNIEL—LF PRGN LTS T IDP B RATEEEE | ) - IDP B (4 H ERT THATAE >~ IDP S8+t
FHEARY T ZI AR -

a) Setup and management of the Customer’s incident component and associated incident queue(s);
SE BVEEE P EAAAERA RS
b) Manage SAP Innovative Business Solutions internal support team assigned to provide IDP Support

hereunder;
FEHIEIRAY SAP Innovative Business Solutions N3 <7 B2E% » DIIREEAST > IDP 72 ;

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;
7T ActiveAttention 5 EEh R B S R 5158 h 7 G40 ABL IDP SZHRA RARYE S ActiveAttention ARSI
' Z4% TQM ;
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
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$14 ActiveAttention fIR S E BRI HE 1T & IDP AR ActiveAttention i » 132 E4%
B BB S 28 TQM 5 DUR

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).
SHLTE G > Sfan IDP SZHRAVHR TR (B0 © Sty &m PaYEd 5 12400 IDP SZHEAVMHER ActiveAttention
IR AHIRRE) -

3. CUSTOMER PREREQUISITES
ERSALRE

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

R AN srFr e IDP S78% > & FIEie THIZK

a) Fulfill its obligations under this Exhibit, the Order Form, and the Agreement.
AN S ~ STHEE R S4BT HER -

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.

SR DIRET% - [ SAP LIE T T =R H VRN - IEBE P SIRIAARTIG 2 SAP B
ELREZRE > DISORFTA BB E R4S SAP « & B A hEE AR S (15 IR 2 ERERT S -

FTREZEEL SAP JUE N T & IfRIRIF AE A S BB 2 DI - &5 T ARIGHERY SAP TR 2 Al - 1B
G RO - T R S FAIIFRE

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.

Z BRI A G 25 5 RSN - FE AR R BN - FEERE) SAP ATEM 0 I
TERERFEZE R P AGHIE T » DS SAP 1Y IDP STIRR S EERCATR HHY

d) Customer shall classify each incident in the Features or related documentation in accordance with SAP
Note 67739.
S TEMRER SAP SEEC 67739 » FELIREEARRHAC 3% St o SR A (E S

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.

JURTiABh S AT SRl B B AR 9. (B4 + (SR BR IR () AREZFrA S - fsmir i & PR ERL
REFRTEE - F PR L SR S SAP © &5 [EING NS & Se fkak EOONIE58 M PR ey
CHAE - DUER O ZERFAE SAP 77HYL -

f)  Customer must apply all coding corrections, patches, work around solutions, support packages, etc.
provided by SAP under this Exhibit to the Features.
PR SAP (AHTSRATIRHERIATA RIS IE ~ EaifEs - RNIERE L TR - SRENS > BAE
TIRE °

g) Customer may be required to upgrade to more recent versions of its operating systems and databases to
receive IDP Support services.

& P AT RE VR HLAE S 4 R R AR 2 SR HIRRAS » A BEEUS IDP SCERARF
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4.1.

4.2.

5.1.

5.2.

5.3.

5.4.

5.5.

CHANGES TO CUSTOMER INFORMATION, AUDIT
EFENBE - B

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.

EEP I 2 TR R SUNEE (6 RS SR (2T - %P RIEIEBA SAP - FEFH

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

R BRIkl 2 BIEEI - SAP fERREEINEIEE PRt 2 EalAV LY -

ADDITIONAL TERMS AND CONDITIONS
EAPRRKER R

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.

A2 IDP SHRMEIE R FHFREE 24 LIRAL - MaZ 2 8ARIERIRY IDP SR at&sE SR EaE P 2T
REPTIE 247 » BO S BRI RIS AT AV A HAM e R - BRI S — % FHYFEA E 24 i
IDP S7#% » BAEFFRME IDP SR ZHE - SAP IMFEEILEK - @EA LIHE - B ESEEERHE
2 IDP SR EMZHAE L

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.

# SAP {REH] IDP SZ#& A% sEE SRS = J79HE (3F SAP $RAS) 5% 7 » SAP NIESHHILESE =TT
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IDP Support is provided exclusively to the Customer Communication Point which must support each
installation of Features covered by this Exhibit.
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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.
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Fee(s) are subject to change:
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a) inthe 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
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b) 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).
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