SAP

SAP ACTIVEATTENTION SERVICES DESCRIPTION (“ASD”)
SAP ActiveAttention P —E XHNEHEH ( 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.

[SAP ActiveAttention H—VER] TlX, Ao A MO/ LY T — N TEMABOIEEINDIGERHD, ZD
AL, ActiveAttention =17 —U A hDFHHE, H T VA EHEMNREBLEEDO I & FFEICBIT DR DX
B, KOWREERH LT —F7T 7 Fxr— T VAT —A—2a VBT H2HEICLY . BEOFENFEOHFICE
WCAERERIIC EBYCE A HEE T2 2 &0 ROV UIBEED SAP YV a—v a0 Ay =704 =7 A ML —
arROEADORYBDNICEWTHEE L XETHZLICEY, NIV AT p—A—var, A Ty 7T L—
K, KOERDOE T v Y=l Vet R— 752 ThDH,
The capitalized terms referred to and not defined herein will have the same meaning as they are defined in the
Agreement.
HFEIMHSOEDMFET IO ASD IZBWTERSN TV RWE DL, TARK] ICBT2ERLFALEREAT D,
1. DEFINITIONS
L. B

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.

1. 1. MUYy Lid, x5 &7224Em 3 A 31 H, 6 A 30 H, 9 A 30 HEW 12 A 31 HIZERETNKT
T35 3 FHMEWI,

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.

1.2. MEAE SRR L%, SAP OXF EOFEFNCHEA SN, 20D FEHNKE D MRRICESL, B@EOE
IR D8 OEERRE (FRT 8 BB 6 BET) 2o, MSEHIL. 20 ASD [ZBWTE
|END [SAP H—E R L~ULEK | KO/ XL [SAP Premium $—E X L~ULEK) ] ICBI L TOH, FHA
DOEBDOT, SAP @ TEE#ESH) O 6 1 ORI EFL EOFENEZ,  [BHUEERR ) ofLHL LT
NEMTDZENTE D,

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.

1. 3. DEEEERE] &3, MYEESEFEHICCHEGE LG ERE, AMENOEME ETOFE] 6 K
NHFH% 8 Bk TOR D 8 FEf &4,

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

1. 4. [BRRES AT A LI, BEOMMBNEGZFZHT 27-DIEHINIBEH D SAP AT AL ThHo
T, BEOT —Z BRI ND VAT LBV,

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. 5.

1.6.

1.6.

2.1.
2. 1.

2.1.1.

2.1. 1.

2.1.2.

2.1. 2.

2.1.2.1.
2.1.2. 1.

(YR — PR Pa—iv] &1L, ERKEGFHERG R T D, TSR (SRS XM
HEND V7 ho=T7 ) ZxLTHEBAR SAP OoFFR—F (7, SAP Standard Support, SAP
Enterprise Support X% SAP Product Support for Large Enterprises) FDBIFEZ S,

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

[ELEEEMEE] L1, SAP ROVEHZN SAP OREAEZHE- THFECRE L, BEENICKHLT AL FToundh
MOFFEL Y/ XIEEEZ N,

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

a) ABEEICAT LD (KBS ([CXEE2E72TH0,

b) have a significant business impact on a Production System.
b)  ABEIC AT L] ICEKREVR A EOREL RIETHO,
SAP ACTIVEATTENTION SERVICES

SAP ACTIVEATTENTION #—E X

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

SAP 1X, Z® ASD &I 5 [HEE] 129D TActiveAttention H—ERAD R a2 —7 127 5 3(FE )
IZHAZE &7z [SAP ActiveAttention H—E 2] (LLF TActiveAttention H—ER] ) OAx {4 %,
[SAP ActiveAttention ¥ —E R (%, IROEFHTHERK I,

SAP Embedded Services
SAP Embedded #—E X

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

SAP 1%, [E3CE) ICk9 5 TActiveAttention ¥ —EADR 2 —FICHTHE ITEEINZ, TiLo
W% % B1T9 % SAP OHR— KU Y —Z (LUF TEmbedded V Y —Z| ) THEENDH AL VA FF—AIT
LY. TISAP Embedded ¥—tv 2| 242, Yi% [Embedded ¥r—v 2] 1%, [EFEXE] X125
lActiveAttention Y —EADAa—IZBH9 5 E | IZFEET D lActiveAttention Y—E AHiM | .
B (UL T#IR) ) X, B &S5 (Embedded VY —R ] LB THEIC O, [ ¥ERE
M1 NICEZEOFTER TRt SN S (LT [Embedded U YV —RADEHT) ) , [Embedded V Y —A | DOfL
Blx, TEXE] ORITHE 6 HELUNIKITY bD LT 5, [Embedded U Y —REIHSTJ (2, BRI
7= [Embedded V ¥ —2Z | OIKIRBEITE T2,

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:

WA CC, BB Sz [Embedded U Y — 2| 12X 21FEHIE, WY FEOMAOSEITHEVEEY T 5
T, ROFHD 5 H 1 SDXFLN O DOMAEDENP LD,

SAP Foundation Technical Quality Manager (“FTQM?”) activities:
SAP Foundation 77 =WV 7 A VT 4~vF—Yx— (LAF TFTQM] ) DiGH)
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2.1.2.2.
2.1.2.2.

a) Understand Customer’'s SAP Software solution and business processes

a) FAZED SAP V7 b+ =7] YVYa—talryRUEYRAT kv AZBHT 5,
b) Provide advice, guidance, and assistance in the following areas:

b) WOBBIZONWTEE, g, ROELREET 5,

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

. BED Y7 =7 ) OBMRFEE 7o 77—, ROE#RT V=7 MCET L, B L
DY RIER/ T ST h~vF—V Ak

. SAP release & upgrade strategy that is aligned with Customer’s information technology (IT) strategy

. R DOTEWMEANT (IT) B> 72, SAP DU Y —A KT v 77 L — Rk

. 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

. B DORET =2 2~ OFAERIHIIREE, K OBED SAP [V 7 by =7 Ol (F72b bk

FILE) D ATREME D RFE

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

c) HMHAICEEBE SN EEFMEHEE ( [KPI] ) ORAT—Z A@E 2 &, EA0TFOEBRNICET 515
B D SEE

d) Develop and maintain mutually agreed Customer-specific ActiveAttention Services engagement plans

d) MEICFESHZ, BEEAO [ActiveAttention Hh—E R | =7 —U A MEHBIORIE & ffEfE H

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

e) TActiveAttention H—ER] =2 F—T X NHEOFEMMOHERE (2 OV — R FEEL DY SAP D
VY — AR EOFRE A L)
SAP Technical Quality Manager (“TQM?”) activities:
SAP 77 = ANTAVT 4 =F—Vv— ([T ) OIEH) :
a) Provide advice, guidance, and assistance with agreed to focus areas:
a) BEINEEASEICE., HEROIELRZLET S,

. 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 AR — h OB BEOT R — T av ALY SAP YR — Y — DA ( [SAP /— KT
A& ] . [SAP Notes #iZ&] . TN SAP Solution Manager Enterprise Edition)

. Integrated end-to-end application lifecycle management

. MAESNZTY RY =2 RT7 7Y r—va D74 7% A 7 VEH

. Integration validation of complex Customer solutions

. B DB Y V) 2 — 3 v OEARGEE

. Operate the SAP solution more efficiently

. SAP DV Y 2— 3 D X 0NN i

. Solution availability management, monitoring, and performance

. VU a—va O AR BEREOT F—< R

o Risk mitigation plan(s) for critical maintenance issues

. HERZRRSTRIBICET 2 U A7 877 >~

SAP Service Description for SAP ActiveAttention Services JAPANESE v.1-2022 3



2.1.3.

2.1.3.

2.2.
2.2.

2.2.1.

2.2. 1.

2.2.2.

2.2.2.

. Incident reduction and/or avoidance

. A T2 S OB O TR

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

b) T D ASD (ZH-3< [SAP Expert ¥ —E 2] OEMOFERIZL D SAP OHERFIHRL T 7 v a TS T
D, BRI L D FEHRBLOBHT

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

¢) HEEOTUT bR —T AL N LAULIZRIT S, EHIRZRIERE KON R 7 ko Ei

d) Assist Customer in coordinating, tracking, and reporting SAP technical risk mitigation and Top-Issues

d) SAP O A 7B LD TR EEME] ([T 2%, B R UREICB T 2B D HE

e) Manage quality gates for selected focus area projects

e) BIRSNTEASHE I mY s MIOWTOIZ AV T 47— hOFM

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.

F TP [SAP Embedded H—tE R 1F, BED (o F—J A0 b~ —Y v —] IZX Y FABN TR
%, [ISAP Embedded H—ER] ODRa—7OEHE L, FANIWEFENEFGICLIVFEIZEET LI LI
XoTHITFH LN TES, [SAP Embedded H—E 2] IZxT B0 AEHIL, Wb EEb, [SAP
Embedded H—E 2] IZBIT 5 b DITRE S, OFEEHD SAP H— " A ITRH L 720,

SAP Expert Services
SAP Expert $—E R

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

SAP 1, A/ R=vary—vx) | [EEEE . 17 —%727F v —ftHl) . BEAYHR—K] |
A NRN—tXa VT g R TFA T A] | PaaS & DevOps., [B—7H—F4 27 [ R
V—x v ROEM ] &1/ XIE lTnnovative Business Solutions #AR— k] #—1t 2 ( [SAP Expert H¥—
ER| EiFR) &, GEIh7z TActiveAttention Y —E R =y F—U X NEET SAP LKLY
WEIND NEFEEERR B (FEICESFETICL5Fm TORBEOAERS 2565 1K, EX
E) 1Zktd D TActiveAttention r—EAD A a—7 2T 5 E | ITHEE SNz TActiveAttention H—
A . T Z& o TSAP Expert #—E 2| HEOEMT (LLF TExpert —ERXEIYT] )
WZHOWT, BT 258036 %,

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 H— b RERY T OHPANT, FXIL. SAP DZFDHEETHE: TSAP Expert #—E 2] OR—
N7+ UANG, HEHED [SAP Expert H—E R ZERTHIENTEDH, SAP OBITD TSAP Expert
P—E 2] O—EIL, http://www.sap.com/activeattention-service-list (Z##k STV 5,
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2.2.3.

2.2.3.

2.2.4.

2.2. 4.

2.2.5.

2.2.5.

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.

[SAP Expert H—ER] ORF T a—LERETH-OIC, BEIE, KBS FTM IR EShi-
[Embedded UV ¥ — R IZHEETBH D L5, SAP |, [SAP Expert —t 2| ORMEFEIZH LT, R
TV a—)VERETLHIOIL, Ledtt 5 HEOU— REA LEFET D, SAP ITE& > THEMRHFFT
WHEZRE AL, [SAP EBxpert $—ER| ORAF Y a— g% EE, Bo=—X Itk 3&, BAELTWDLY
nYe s FEAZHESTITI) 2L B TE D, SAP 1T, BEOHERLOEM|ICESE, HEiE Sz I8AP
Expert Y —bER| [CETAHTHEEZREHTI LD LS5, ZOHETITIE, %L ONEE OEEE2E D
L5H0ET 5, TSAP Bxpert J—v 2| IS BT, ST 58A81%. TExpert ¥—EREY
T HELIIMPND, HEMEICOWTIE, [Expert ¥+ —EREIET] »HIEELIIMARVED LT
Do BENT TICEFEF O [SAP Expert —V A ) ZEHUIMEKI L, Z£D [SAP Expert —E 2] D
BRfG H £ CTOHED 3 BEIARMNTH LG, SAP 1%, BED [Expert h—EAEYT) 22H, 3 TIL/EE
BHOREEAELS ZENTED,

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:

BEE, TuY =g NF—LzED, EHRIO TSAP Expert H—E X ORBENTTON LM, BIHOEKEH
BEDHEFRIIHESNDI LT DE2LDET D, PLIEFEOTRY c/ M F—A%, BEO 1T 7
Pl hvF—Tr—] |, HETIEVRAT 0 AOELEE, VAT LEHE, T/ T4 T a—F— &
OIS E VR AT 0 20 FELHY T OB THIT D LERH D, 7V=FI2id, BEDT 1
Vxl FF—LD—EHXITTXTRSMT HLENH D, [SAP Expert B —E R OEMIZHILE,
(2 =D A bR =T % — ) [FETFOTRTEATH,

a) agree upon a more formal agenda for the SAP Expert Service;

a)  [SAP Expert #—E A OLVERRT V= XICHTHHE

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

b) BEDT OVl NF—LRA L N—ONLEREE

c) identify any prerequisite SAP Software for the performance of the SAP Expert Service.

¢)  [SAP Expert #—E X | OBITOTDDRHERIEEL 2% SAP [V 7 b o =7 | OFE

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.

[Thnovative Business Solutions #AR— k] 7 U —D [SAP Expert —tE A &, [IDP ¥R — b
(FREEE 2.10 ZRICFLH) OFRTHL THERE]  ( [HIRL 1) (2ER) (S LToH, EXE] S35
lActiveAttention Y —EAD A a— 1295 E] ZBI1F5 lActiveAttention »—ERA|] D=7 —
VA NOWRERE L TR,
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2.3.
2.3.

2.3.1.

2.3. 1.

2.3.2.

2.3.2.

2.3.3.

2.3.3.

SAP Expertise on Demand
SAP Expertise on Demand

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 Expertise on Demand ( TEoD] XIZ [EoD P—VE R ) 1%, BEOEHRH S PR (&KX 10 BD
EoD W) OfEED =—XZWil=3 72012, SAP VY —2X2#M3 2V - -2 THD, ZNHDIE
B, I EOAY v T ORBEB XTI, FTICEME OISR R REEZ G L LTERY, i
d, BT D SAP T AMERF#EEEA) TEFRSND SAP (V7 o =7 ) OB HEE] | B%& D SAP
(V7 o7 ] AT ACHT HBMBRBRERL, SAP VY7 b =7 ] KT HFLY T RT R
77 —REEDOEER ENH D, [EoD —E X ] ITIZLLFIXE ENA0,

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

a) HEDA Ty MIHT 3G (Zaubid, MERAEFHZRN] © HR— 27 Ya—1] OfG
THBHTZW)

b) Features developed by SAP Innovative Business Solutions.

b) SAP Innovative Business Solutions IZ X ¥ BH3& S 7-#éhE

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 —t 2| 1. [EXE) ITx1 5 [ActiveAttention Y —EAD A a— 7|45 0E) (B ET
% [ActiveAttention H—bE ZHIR) th, [Hi) & @ EoD BN THEIZ o=, [EEEERRM AIZ
fefltsins (LT TEoD BTl ) .

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.

BoD —tA| ZEET 521, BRIL, SAP OXEATHET S [BoD ¥ A7 | OIEEROEEEREZN
KL, SAP DY R—FA VT TART I F v —% LT, FETYR—Fr—A%EHT25 (LLF [EoD #
A7) ) o EOHA SAP IE, FHED [EoD ¥ RV | FEEEGNTHHD LT D, EHEVPARSE 2.3 F&iHE-
7-FEBED [BoD Z A7 | R L TR WEA, UTEM EE L < 3iEE EoRMBEICEY [EoD ¥ 227 | 8
FEERAAEETHDEE. SAP [ TEENOI_H SN [BoD ¥ A7 | %EETES, [EoD X A7 | A SAP
WLV ERBLAEETH DG, SAP 1L, [EoD XAV | OFETICDNWTCDOT Vv a v 7T U EARICENT S
bLOLTE, BEN, T7varTIrEZITAN, SAP ICEBEEDORMERET H8A1, SAP 13, ¥4
#% TEoD Z A7 | \ZETHHMORIEL Y KFE Iz TEoD # 27 ) OSETETOHMERIK 4 Wil &
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2.3.4.

2.3. 4.

2.4.
2. 4.

2.4.1.

2.4. 1.

24.2.

2.4.2.

2.4.3.

2.4.3.

L. BB CRT) 2ET200LT 5, BEN, ZORELY 2% AN E T, SAP X, 77
a7 TR, oD # A7) ZSETTOE(EEHET 20D E 5, ARBIN TED ¥R 7] &
FATTH1-OICE LI EBEORFREE, [EoD #MT) »6ELE NS, [EoD ¥—v 2 1, EiH
2.2 FRICEHT B [SAP Expert —E R | OFEMICFIHTHZ LT TERU,

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

SAP (X, BERDEM Lz [EoD ¥ A7 | BEFEZBEITT 57202, BH¥E LEENARENERSTHLD LTS,
7272 L. SAP IX, BT D [EoD # A7) AT RTBITTE D L XITBITT D Z L2 RGET 5
HOTIFRL, £, 2D [EoD # A7 | BFELEIBITCERVIIBIT LR o TEGEIL, TORMTEHA
I HDTIEARV, SAP (X, TEoD # A7 | BEFHEEIBITTERWESIT, BRIZHEMTL2bD LT D, SAP
&, TEoD #2727 IZHATHIEEZBMG L. TOHRYEFEL [EoD A7 | AT TEROWIIUIZET LRV &)
Wr L7236, Y80 b omNEZ, FHICLVBEICRET b0 LT 5,

SAP On-Call Duty Services
SAP On—Call Duty H—tE A

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 H—b 2] Tk, EHIGLT, BERAL VIR T 0L RIONWTHEE XET 512
DIZ, SAP DY AR — MABNOBREI L F T2V T — N T 7 B A EZERICRMIET D, 50D [SAP On-
Call Duty ¥—E R | OEHHHYEZ L, TEEH) (2695 TActiveAttention H—EAD A= =72
HFE] IR SN TActiveAttention H—E Z#IM) B, [HIR, & [SAP On—Call Duty ¥—t
2] OEYETCEy g OV THIHTE S (LLT Ton-Call Duty EX¥T) ) .

An SAP On-Call-Duty Services session is:

SAP On—Call-Duty #—tE Rt v I a3 0%,

a) either Monday to Sunday starting 08:00 and ending 20:00 the same day in Customer’s local time zone;
or

a) EROBHEFET, ARG HREE T, 08:00 ([ZBHFA L, FH® 20:00 IZ& T35, XL,

b) Monday to Sunday starting 20:00 and ending 08:00 the following day in Customer’s local time zone

b) FAZOBMEEE T, HME)S AMEE T, 20:00 (2B L. EA® 08:00 12 TT 5,

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.

[SAP On—Call Duty ¥ —E A DAY 2—AREDDHIZ, FFIE, T IFEE S 417 TEmbedded Y

V—Z | 1T, EETEESTOLDET S, [SAP On—Call Duty y—E R | ODA&Z T2 — /LR EIT. 5 B
MIRTO@mME Rt & 45,
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2.5.
2.5.

2.5.1.

2.5. 1.

25.2.

2.5.2.

25.2.1.
2.6.2. 1.

SAP Service Level Agreement
SAP H—E R L UL

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

[SAP H—bE X L~ULEH)) 1X. [SAP Product Support for Large Enterprises ( [PSLE] ) ¥&R— k=
r 2=l WA LTWABERIZX LT, [SAP ActiveAttention —E A] O 7 —T X MO
L LRI D, SAP Enterprise Support DEFJE SAP L HifE L CWAEIKIL. T b DRIz
E->T SLA B EN 5,

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.

DLTFD T —t 2L ~L8K] (LLF TSLA] ) OMERFEA, [HE3rE ] 1235 lActiveAttention
P —EADRAT—TIZHETHLE] [HBETHIHEEDA A =)L AT7 A ID (ISID] ) OfAED
BICET A, 2D ASD ICHHET DRMHESME 22 L. 2> SAP 28 MBS 1) T MEJEE 25 & LUK
BT D, FEREOTRTOAL Ty Mo L TClEA IS, 5% SLA 1%, THE3GE] offifEk. o5
R JENEINBRIG & 72 D,

SLA for Initial Response Times:
MRS ERERT) 1ZB89 2% 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.

a) [BRE | o4 Ty (TREHR) ) SAP X, TEEE 1] oA T MIRLT, b
o MBI 1) OA o7 M SAP L%, 1 KRFFUWN 8 7 B 1 B 24 FefEH) (96
ET2b0LT 5, FENET OBBBNIIRD TERZEELZRITL, BRMLOEVRRICR RO
BOBITOARREE R DEEIE. YikA T v MIEEE 1 280 SCTh, Zhiuk, —BIMICLIE
ORBUC LV BIEE I SND : VAT LO7ERFIE, TR SAP BEREOMEE, X MEEEME | &
OVEREESR 23K F C & 70U ME & MR,

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.

b)  TELE 2 oA T b (T ) SAP X, MERE 2) oA F v MIH LT, 2205

MEJCEE 2) OA 7T Ma SAP o [TBIHUEERFRH ] PICZIE Lk, 4 RN E T2 6D
LT 5, BEDOEVRANT VYT v a UNEKRREELZT, WERZ AT ZFITTERVEE,
DA T M MBRE 2) REIVETOEND, ThiE, YFEDFT ¥ 7 v a W RO/ UIEED
FATIC LB BERE DRRBNMECENME R RVRIA & 72 D

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.
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25.2.2.
2.5.2.2.

2.5.23.
2.5.2.3.

2.5.24.

2.5.2.4.

2.5.25.

BREOE Y CICHETIFMERICONTIE, SAP @ [ 2AZ~—HFK— K] Web # A k
(http://support. sap. com/notes) 0 [SAP Notes T —H_X— A ] TAFTTE 5 SAP Note 67739 &R
DT L,

SLA for Corrective Action Response Time for Priority 1 Incidents
BHRE 1 OA 2T v MK D EEREINER O 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 X, SAP WD MBJEE 1) OA 7y PEZEL TG 4 FFHELWNIC GB 7 B 1 B 24 K5

KiHIT) . BED MERE 1] OA o7 2 NORROT-DOMFIR, R XITT 7 a7 70 (LT

MEE#E) ) 2RI 2b0LT 2,
If an action plan is submitted to Customer as a Corrective Action, such action plan will include:
TrvarrIuon MEERE] L LTEEICEHSNDGE. Y%7 7 v a 77023, TiRg

FHHAGTHT 2D ET D,

a) status of the resolution process;

a) fRRT OB ADAT—H R

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

b) FTEINDROEE (LTS5 SAP DV Y —ADIEELET)

c) required Customer actions to support the resolution process;

c) fRRT v Z2EFR— T HDITRO LNDBEDOHE

d) to the extent possible, planned dates for SAP’s actions; and

d) FEETHIUL, SAP OIFEOTE S D A

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.

e) SAP IZXDKEIDAT—Z AT v 77— AR ZORDAT—=H AT v 77— ML, ZORHRET
CHRONIHEEOERK), TESNTWDRDAT v TR OREID AT —=F AT v 77— O ARG E
nNoH0ET 5,

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:

METEHEE D SLAY 1, ABRRERID 5 B, SAP ICE D A T v MBUFLIN TV D ES DA% E
I 5 (LLF TEEEE] ) o TR 23, A VYTV bDAT—=Z AR [ W AE~<—=T 7
va v, XX TSAP MWERREZIRRE) THOIMMITE ENRV. INHOEAT—X A%, LUFEZEWKT
Do
a) the status “Customer Action” means the incident was handed over to Customer; and
a) [HRE=—=T7vav] OAT—=FRI, ATV FPRBERICBEINEZ EEE%RT 2,
b) the status “SAP Proposed Solution” means SAP has provided a Corrective Action as outlined herein.
b)  [SAP DMERRREIRE] OAT —HF AL, SAP 28, 2 ASD THESEZ R MEIEHKE) Z#EEAT

bHZLEEWT S,

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.
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2.5.2.5.

METEHE O SLAJ 1E, MR D 4 FRRICLNIC, SAP SRS ( [SAP DSFRRE AR DX

T—HR) | BWFEXILIT Va7 T o OREE LIEGEE. TEENA T NOBEEE TT S

ek

CRIE LSS ICBRITS NI b D LR SN,

2.5.3. Prerequisites

2.5.3.  RiESM

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

2.5.3. 1. A OSLA 1, TRTOA T 2 MTOWTUL T ORHREENT X Tz s =HAIICRY . #H
b,
a) in all cases except for Root Cause Analysis for Custom Code under Section 2.6 below, incidents are

a)

b)

b)

c)

c)

related to releases of SAP Software which are classified by SAP with the shipment status “unrestricted

shipment”;

TR 2.6, RICEHD W RAZ ba— T HEERRGHT] 2R TRXTOHET, A1 v T
R725, SAP SR T — 2 A% T | (SO L SAP T 7 by =T OV U —RIZHE LT

WnHZ ke

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

ATV R, SAP DEDORRTEFOA o7 v MLUn 74 CFIRICHEW, EShic A vy

T MTx LT SAP MEE 25 U 2 7 O IC LR BIEEEIE H (SAP Note 16018 SUTZ DD ZhiZ

% SAP Note |ZFH SN TWABH D) NEFNTEY ., SAP Solution Manager Enterprise Edition

VAT AENLTC, HRICLVIEGECTREEN WL &

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

Extended Maintenance.

AT TFURB, AL VAR =L AT F Al E HERRSFA LT F A (TEYET 5 SAP
Y7 bro=7] OEGEY Y —ZZHELTWDSZ &

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

2.5.3.2.
a)
a)
b)

b)

c)

MBS 1) OA T2 MZOWTE, BEIE. BLTOT X CTORHREMZH - T BERH D,
the issue and its business impact are described in detail sufficient to allow SAP to assess the issue;
RN O DX EORBIZHOWT, SAP NREZFHETE 2 & 5 Hasficiil s Tns 2 L,
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
D, T ASD (ZHASEFEORBIHE, L 1) OA T v FORRE TR TE
DA AE ST MRk E AT D RGEC ISR E A, B T B 1 H 24 KERMATHIT, SAP L DE#E
DIeDITEET 5 L,

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

VAT BAADY T NMEGOBR KOS n AT — 2 % SAP T 5 72 ORR O Y
ERfEAL I TS 2 L,
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2.54.
2.5.4.

2.5.5.
2.5.5.

2.55.1.

2.5.5. 1.

2.5.5.2.

2.5.5. 2.

Exclusions

RO I

The following types of Priority 1 incidents are excluded from the SLAs:
UUTOMED MEEE 1) oA 5 M, SLA LRSS SN 5,

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;

a) SAP DPHRETU—I RUFEMHEH L THBEIN I A S Aa— RERL, BERMTICHINCER S Y
TZh=2T DY U —RA N—T g KO/ XIIHERE (SAP Innovative Business Solutions MUY XiZ
SAP OTMBAR L2 bDE LR, TALIRBEINAW) BT 1T b,

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

b) NR—=bFF—=D7 FF U LR, IIEEL LTRESNZEN A=Y 3 VBT 54 T ML £
DEFIN—= 2 278 SAP X% SAP O TRI#HEH ] 12K > TIER S 172356 Th - THBIRINIZERSL S
ns,

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.

c) ATV NOERILHLIWMAFERNARES TIE R HEOXRMTHL LD (LT “BAREKE” ) | X
A Ty bR LT o U TIKIEICERT 5 b 0,

Service Level Credit
P—EAL~YL7 LYy b

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.

DB IZ3B1F 2T _XTD SLA T2V T, FFEINDIHIRNIZ, ZIUEORED 95% ([TxHis L
%A, SAP X, RO SLA Ko BALOBEBEERLLEbDODEARINDI LD LT B,
lActiveAttention H—E AR FOEED [JEWFH ) (2B T, BENEH L LR SLA 12HE-
oA TR 20 PERE (TXTO SLA IZxT 2RET) O%A. Uik [BEINE) 128\ T, SAP
DTSN SLA OHREZBBL7ZA T v bR 1 LT THIE, SAP 13 EFE SLA I/t~ 72AED
BHEERELELOLERREND,

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:
EFREEE 2.5.56.1 SRASML LT, SLA (T 2R - SR -T2 ha (UTZh i TSLA
RBAT] ) 13 UTOBEROFIEZENT 260 ET 2,
a) Customer shall inform SAP in writing of any alleged SLA Failure;
a) BFIEL, W LTS [SLA REETT) Z2EmE T SAP ICEMT DD LT D,
b) SAP shall investigate any such claims and provide a written report proving or disproving the accuracy of
Customer’s claim;
b) SAP {&, LW LM TEZRFHAL, BEDOTROEMS 2R A XIFHATT2WE L, BE I L TEH
TITH9bD LT 5D,
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2.6.
2. 6.

2.6.1.

2.6. 1.

2.6.2.

2.6.2.

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;

c) KX, SAP @ SLA EERDOFIREMA YT HMEXIIT mE A& RIET 572D SAP OEFINTHR LT,
BEREE SAP ITRIET 2 b D LT D,

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;

d) A 2.5.5 FaESEML LT, MEICHESE SAP O [SLA RIBIT) BIVFESN7Z5E. SAP 1. BED
WEID TActiveAttention Hh—E REHE] OFREFICH VT, TRENO [SLA RIEIT] MHEE SGE
B &% T oxtd 5, B D [ActiveAttention H—tE AR @ 0.25% 4%
=R~ LYy b (BAF TSLCY ) 2T 2b0&d 5, 72720 BN Lo SLC ©
ERRE, M3 TEUEH) okt T 2% O [ActiveAttention —EREE:] @ 5% &F 5,

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

e) KL, [SLA OREIT) 24 Lz B oK TH 1 2 ALRNIC, SLC 122\ T SAP (ZilAn
T 5,

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 DEHEM D SLC IZOWTHRHLO B B LT OEE 2 ZH L2V IEY | SLC L@ S,

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.

g) A 2.5.5.2 FKIZFEHET D SLC 3. WL THATXITERED ISLA NET) 1T 2@EFICL >To
ME— DO HFAY 72 R R TH D,

SAP Root Cause Analysis for Custom Code
HAL La— R %5 SAP OFEE K S

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.

SAP BHIE DU — 27 RO F CHEINIZFE DN AL 53— RICOWT, SAP X, &N EFiH 2.5.3 4iC
T THRIN L7z, NEXHE] IZxT 2 TActiveAttention ¥ —EAD A a—FIC$ 2 CE] ([CRHMOBE
DA A =& SID OMAEDEICEET S MERE 1) RO MBEE 2] o/ 7 MaEllah
L. B 2.5.2 SRICEHETD SLA IV, S v ia s T 4 IAREERESTFR— Rl £
ATV NOFRDTZDDIA X AT 25615 5,

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

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

EFES 2.5.3 SROFEHE D SLA ICBT D RMEGMFITIN A T, SAP Oh A ¥ bha— RIS 2 BERIE ST
- X TLDITE. TORKETHRAO SAP ORHE (FFEMIZ>W TIE,
http://support. sap. com/supportstandards MO Z &) 1> T, BBED I AZ La— RREHEINT
WRITNIER B 720,
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2.6.3.

2.6.3.

2.6.4.

2.6.4.

2.7.
2.7.

2.7.1.

2.7. 1.

2.7.2.

2.7.2.

2.7.2.1.
2.7.2. 1.

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 1%, HEDI AL La— ROA T 2 RO/ L FREEIZOWTHREEMED H DARARFRIN 2 F5E T
HZEICEY, BEOHI AL La— RIZETLMELE 11O T v MZOWT, gidd 2 HMEERHED
SLA] ZJEITLI=bDERREND,

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

SAP 2K DT A2 va— RIZH D EERR ST NIE, BEDOH A Z L=a— ROERER TN TH S %
Wb b, BEDOAAY La— ROFTIE, BREFE, XdA o7 v FOMRERIET 2 2 LIEEENR
vy, THERE] ICRET A B ESA o T v MERIZ, BIEOZKIZH ST SAP Innovative Business
Solutions IZL ViRfLENDGENH D,

SAP Premium Service Level Agreement
SAP Premium H— B 2 L~UL3LY

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

[SAP Premium #—E X L~LEH)  ( TPSLA] Xi% TPLSAL ) 1%, [HEFAMERFEEA0) 1oxtd 2 SAP O
[Enterprise Support A&7 Y =—/L| IZHIAL TWARBEZIZKT S [SAP ActiveAttention H—E & ] @
T U=V A PORERREESE . XL TActiveAttention VW —ER] O F—I X v NOMERER L L TR
&b, PSLA 1%, TActiveAttention ¥ —ER| DU F—I A FORRERE LT, [T
B 1Zxt 5 TEnterprise Support AZ Y =a—)L] [ZHESWTHRMEENS TH—E 2 L~ULEK | 158
mainsg,

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.

PUF® PSLA OMEFIFEHENS, THEXE] 28T 2 lActiveAttention P —ERAD R a—F 45 E] (12
BETHHEEDA A F—/LE SID OMABEDLEICET S, 20 ASD IZHET ARHESRME AL, 22
SAP 2% THEJEEE 21 | THEJEEE 35 ST MESEEE 4  (SAP Note 67739 I[ZEFEINTWVD) & LTERT
2, BHEOTRXTOA T v MR L THA SIS, Mz PSLA 1%, 20 NEXE) Offfktk. KyIO5E
a7 VBN 2Bt e 72 5,

PSLA for Initial Response Times:
RIS e ) (2BE9° % 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.

a)  MBRE 2 oA FT b (TS ) SAP 1T, MERE 2) oA Ty M LT, b

MESEHE 2) OA 2T v M SAP WAL, 2 BRI GB 7 B 1 B 24 BERASD IO8%
THLDOET D, WHOEVRA NI VY7 v a UNEKREELZT, LERY AT ZFTTE RN
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2.7.2.2.

2.7.2.2.

2.7.2.3.

2.7.2.3.

ﬁu\%@4//7/b’Fﬁ%F2J#%Déf%néo_hi BHDORNT Y7 a RO/ X
IERE D FATIZ LB R BERE ORIV EPENER RSN & 72 5,

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.

b)  MEXRE 3 oA vvFTr by () SAP X, MEXRE 3] oA Ty MIXLT, 5
MBS 3] DA o7 v b THHUE 3R] IS5 Lctk, 4 RIS E T 50 &7 5,
BEOEBE ST VI va v BNEBEZTLHEE. AT 0 MO MEEE 3] BEIV Y THRD,
COMBEIE, MO T YT e Ly OFETICLBEREROBEESCEERRNIRR & D,

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.

e)  TERE 4 oA Frbh) (M) SAP X, TEEE 4) oA F U MR LT, 205
MBJCE 4) OA o7 v ba [BUE R FICRAE Lok, 8 RefLINIOSE T2 b0 e T2,
RIEN B DB N TP 72 a U ZiFE A8 T BB A M iéfcﬁb\fﬁu\ ATy MaT T
B 4] DEVETHND, ZOMBEIT, BEIICHELEL L, T E A SR LRWEEREDRRE)
TERLENMERBRMIRE & 72 2,

PSLA for Corrective Action Response Time for Priority 2 Incidents
I 2 OA 2T v MR D EEREINER O 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 (X, MBS 2) OA 72 MTx LT, BRER, BERSUIRDI=ODT 7 v ar7Z (LR

MEEH#E] ) %. SAP MUz MBRE 2) O 70 b THMEERH) PIoE L% 3 XA
UNICHEET 2 60 892 ( BEE 2 [CxT 2EEHRED PSLA] ) .
If an action plan is submitted as a Corrective Action, such action plan will include:

Trvar7rIren MEEHE] L LTRESNDIGE, Y%7 7 a 77 003, TilFEs

T 2bDET D,

a) status of the resolution process;

a) RSB ADAT —H A

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

b) FTEINDHKROFEE (YT D SAP DU Y —ADHREEET)

c) required Customer actions to support the resolution process;

c) fRRZT v RAZYR— T DH7DITRD BN LHEOHE

d) to the extent possible, planned dates for SAP’s actions; and

d) RETHIUL, SAP OREDTE SIS AR

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.

e) SAP IZXDREIDAT—Z AT v 77— AR ZORDAT—H AT v 77— ML, ZOKRHRET
R ONIHEOER), PESNTVDRDAT v TR OREID AT —=F A7 v 77— O ARG E
N0 LT3,
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2.7.2.4.

2.7.2. 4.

2.7.25.

2.7.2.5.

2.7.3.
2.7.3.

2.7.3.1.
2.7.3. 1.

2.7.3.2.
2.7.3.2.

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:

MESEE 20 OA T v MO 2 MEIERERERH O PSLAY (X, WLIERFREHEO 5 B, SAP 12
FOHBFEA T EPUBEIN TV DOHEWS (LIF MK/ ) . OB 2, 1 v
VFUNDAT =R AN THAS—T 7 a] | XL [SAP BRRKZIRE] Tbh 2RMIXE e
VW, INHDOFAT—H AT, LFEERT 5,

a) the status “Customer Action” means the incident was handed over to Customer; and
a) [HREF=—TIar] ORAT—=FRE, A7V MPRBECEEINTZZ LEEWRT 5,
b) the status “SAP Proposed Solution” means SAP has provided a Corrective Action as outlined herein.

b)  [SAP SRMEZIRE] OAT—HF AL, SAP 23, ZD ASD THIEZ R MEFEHE] 2REEHLT
HDHIEEEWT D,

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.

MEIRE 2) OA vy MIxtd 5 MEEHED PSLA) X, AR 3 HZEHALINIZ, SAP
DR, MEFER LT 7 v a v 77 v DRE 2 LT-BE. UTEENYTEA T v hOBREL T
52 EICRIBELIESGEIC, BITShiztHRans,

Prerequisites
fUE=NES
The PSLAs will only apply when the following prerequisites are met for incidents:
A PSLA (&, A T2 MIZHOWTLLT ORHRSMEA R T- SN HEICRY . @A s s,

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”;

a) LR 2.6 RIS THRF La— T 2EERRESH] 2RE, T XTOHEITBNT,
A T2 ME SAP PR AT —Z A% kT LML SAP TY T R =7 ) OV Y —R(T
B LT\ 5,

b) incidents are submitted by Customer in English via the SAP Solution Manager Enterprise Edition in
accordance with SAP’s then current incident handling log-in procedure which contain the relevant details
necessary (as specified in SAP Note 16018 or any future SAP Note which replaces SAP Note 16018) for
SAP to take action on the reported incident; and

b) AT M SAP DEDRGETRA DA 27 v ML o 7 A CFIRICHE, W& Sl A v
T2 MTxE LT SAP MEE 25 U 2 72 O IC LR BIE R H (SAP Note 16018 TZ DD ZhiZ
&35 SAP Note |[ZFt#i SN TWDHH D) MWEFINTE Y, SAP Solution Manager Enterprise Edition
LT, BRICKVEECTRLEINATWD Z E

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

) AVYTURMR, (AL AR =L AT F Al it THERSTFAST T AL ITHESTS SAP

Y7 bro=7] O®GEY Y —RZHEELTWDLZ &

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

MBI 2] OA T 2 MIOWTIE, BEIX. L TOBMOTRSEt 2T X Tl THER S
%

o

a) the issue and its business impact are described in detail sufficient to allow SAP to assess the issue;
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2.7.4.
2.7.4.

2.7.5.
2.7.5.

2.7.5.1.

2.7.5. 1.

a) MK OZDOFEE EOFBICOWT, SAP BAEEZFIC& 5 L5 +offficiiisnTnd 2 &,

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

b) RHED. T ASD IZHESSBEORBICHEN BRI 2] OA T U NOMRE ISR TE
LARR A ST, AR T D RS R AR Y F A, W 7T H 1 H 24 WEEMARIT, SAP &
DI=DITRET 2 Z &,

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

c) VAT ASDYET— NEGOBRKOWNE R0 AT — 2 % SAP (ZHEET 5 72 ORK O Y
EPEA SN TVWD 2 L,

Exclusions.

BRoNHIH

The following types of incidents are excluded from the PSLAs:
LUFOREEDA 7> ME, PSLA BRI S5,

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;

a) SAP OFRT—7 XUFEMEA L TRMEI N [ AX La—F] 2R BREMTICRHIICEHE S
72SAP [V 7 =T ] OV Y —A, RNR—=T g9 KO/ XIFEHE (SAP Innovative Business Solutions
B/ XL SAP OFSAEMRFE LI b0 FLe, THLIRES LW KT T vk,

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

b) N—=brF—0T A IR, UIEE L U CRBENZEIANA—Y a Ll T 514 v T v M, £
DEFIN—T 3 % SAP X% SAP @ TRtk 12 Ko TR SN2 H 6 Th - THHIRMIZERSL S
ns,

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.

c) ATV NOYFIIHHBRARRNARES TiI A< HioximcdHsb0 (LT “BIREE” ) . X
A T bR YT o U TIKIEICERT 5 b 0,

Service Level Credit
P—ERL LT LTy b

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.

TEDUNHA ) 128 DT XTO PSLA (ZOWTC, iFEINAHIBENIC, ZH0BED 95% Zxtis
L7e8A. SAP X, EFED PSLA WKH-TmBELOBREZRIZLEbDELRINDZbDET S,
lActiveAttention H—E R FOEED TEUNH | 1ZBWT, BEDHEEH L2 EFLo PSLA 126~
TeA T2 RS 20 PR (T7XToO PSLA (2T HHET) OBA. MUex [BEUYH) 1ITBW\ T, SAP
DHUE &N PSLA OHIBEBIE LA o F v M 1 UL F ThauE, SAP 1T L3 PSLA IZft-7-H T
DEBEER-LEbD RSN,
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2.7.5.2.

2.7.5.2.

2.8.
2.8.

2.8.1.

2.8. 1.

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:

FREEE 2.7.5.1 FRESML LT, PSLA ICXTAMIRNEZ S ho s (LLTERER
[PSLA REFT] ) 1. UTOREROFIELZBEHTL20ET 25,

a) Customer shall inform SAP in writing of any alleged PSLA Failure;

a) MEFIT. WL TS [PSLA ANIEIT) Z M T SAP IC@ET2HD LT D,

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

b) SAP IE, AW LM TCERHAEL, BEOTROIEMS ZREXIH T 228G %, BEEICx L CEm
TITHI b D ET D,

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;

c) KX, SAP O PSLA KD FEEMEAZ YT HMEXIZ T BB R &2 R IET 572D SAP OFF IR LT,
B2 EE SAP IR T o b D LT 5,

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;

d) KE 2.7.5 FEEMEE LT, ®EICESE SAP @ [PSLA REFT) DNFESN7-84E. SAP X, BEE
DOWFED TActiveAttention Hr—E ZEE] DOFEREBIZBWT, £NEd TPSLA REIT] NEE S
FLRERR S 4L72 3% TR 1ok 2, BEK D TActiveAttention H—E ZEHE] @ 0.25% HHY%H
@ Premium YP—EAL~LT LYy b (LLF PSLC ) AT LOET D, 72720 BN
TEo PSLC @ RRRIE, HEE VB 1S3 5% D TActiveAttention H—E A D 5%
L5,

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

e) RFIX. [PSLA OFRIEIT] BFAELUR TEMH o T# 1 B HLIAIZ, PSLC (22T SAP (Ti#
HY D,

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

f) SAP SEZEDYD PSLC (DWW TRILOBIFEZR I L COERZZE LeWRY . PSLC 1T#H S
U,

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.

g) AR 2.7.5.2 ZIZFEHT S PSLC 23, LS THNIZITERED [PSLA OFRIEIT) (BT 2BEIZE -
T OME— DO P 2Bk Th 5.

SAP Product Engineer on Demand Services
SAP Product Engineer A v 5~ K¥—E R

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 Product Engineer A > 7~ R¥—t 2] ( [PED +—¥ R ) 1%, BEEETIHEAZBWTY
FE— R —bEREL, EERDAEDD SAP OV R— bz v=7 ( BREP=T]) ~OT7 /&
AEMT 5, BIE0&EICIZUTREENDIN, TALIZRLAR,
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2.8.2.

2.8.2.

2.8.3.

2.8.3.

2.8.4.

2.8. 4.

a) analysis of incidents or issues;
a) AT N XUTRBEOHT

b) issue resolution/workarounds;
b)  [REOMRR/ 1R

c) best practices; and

c) NANSTIT oA

d) software design.

d Y7 Uy=TE

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 H—b 2] 1. FE3rE] o545 ActiveAttention —E 2D 2 a—FIZEdAHCE] IS
Nz, TEKB#Y AT L) OTF 7Y r—ararR—3x2 hROSHET BEEDA A b —LOIRIIH L
<fEftah s,

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:

ZIL. SAP DEDORFR TR OA T v MUEa 7 A CFIRICHE SAP OV R—hA VT TR T
Fr—Z@ LT, BlTAMEEATR L ZIGECL AP R— b r—2 &% E L, kic iz P=
7 LEEETY, MR O=7 ) MEEEECINEOHIZLTHA T hDOa— KRz b
Zllzky, TPED H—vR) ZRHTLHILDETH, [PED ¥—bE 2] I, LLFOHRII L THEH SN
Do

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

a) [AESCE ) (12%9 5 TActiveAttention Hh— VB ZAMD X a— AT A E: ] ICHREINE [RKBEY X
Th) TTVr—vararyR—3x T, SAP BHMAT —H 2% “—fkHi” LT L0
LI R R NV AN N

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

b)  TAAL AN =AATT A RO/ 3T BERRSF—E A (S%ET 5 TABRB AT L) 7
TV r—araryR—3xr b0V U —RBETHA T b

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 H—E 2| 1TiX. [V R—=FAFVa—] [ZESETRMMELREAS—E A, IV E—b—F
ZOEHEITE FA, X512, TPED —V R F. LLFOA T MIEEH S,

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);

a) BERERICHEBEIN (RBE 2T L) 77V r—varalrR—3xr hDY U= N=Tz
KOV XOIHEREIZEE 325 1 (SAP Innovative Business Solutions MUY/ XX SAP OF+&tHiZ XV E
HINTbOEEFLN, ZIITRLAR) |
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2.8.5.

2.8.5.

2.8.6.

2.8.6.

2.8.7.

2.8.7.

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

b)  [RBEH AT Al OT TV r—vararfi—xr bO—HTERL, /= F—O7 K42, 4k
iR, IHEE L LTS NEERI A=Y 3 3, ZOEBIN—T 3 203 SAP XL SAP @ B
) I E o THER S NIZBE ThH > THIIRMIZERSN S D,

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.

) ATV hOYFITHHRARERNREEG TR BEEOKRINTHL LD (LLT “BAREE" ) . X
FA T IR YT 4 TKEICERT 2 b 0,

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 (X, [PED H—vERBALEH) 75 4 BELINIZ, NEXE) 12k 25 TActiveAttention ¥ —ERD
Aa—IZBT 5 E) IR ENT TABEIVAT L] 77V r—varyaryf—3xr hef VA ML—
L a VOB MBELEITH LT, 1 40 Ao 2=7] #80BTE, s Lo o=7] 13,
[PED H—bE 2] BRRETDHA A M—/VZRHET S SAP OBF LOFENICEA S, YkFETN
PO RIRAZBRS , BFEEAOFHT 8 FENLFHE 6 FEETORO 8 KFFIZOWTIEHFREE 725 (8L
~ TPED EFERRI ) .

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).

BRI, THECE] ITxtd 2 lActiveAttention —EAD A a—F T2 CE] (CR#is [REH)
VAT L] TTVr—vararyR =3y A VA P VBOMBEDEITOE . REELRE Dk
WM (O TEESGE] 1T 5 TActiveAttention y—ERADRa—7 2T 5303 ([ZHFE SN2 YF A
 FRETS) (LAF TEHZE® PED Y3 ) &, HE® SAP Customer Center of Expertise PN TIE4
THIENTE D, BRI, 0D [EEO PED #2473 (UL TE& D PED 4% »OHERE 525
ATZREEN) ~OEAEHFHREREZR, BAGSCOFEME R FRCEF A —AT RLVARWEFRES) Tty
L5b0Ld%, TEEO PED fYFE ) 1%, BEEZNRRL CRLELRBERELIT O M, Yk B EIRE & B
BRbEBLTIENTED, MREZBEADNEBEORKRE L T5, [PED —v ) 1%, HEESh7z [#
%0 PED 4% ) ([ZBRE L TiRfts D,

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.

[PED #—b 2] &t L LT, [@EEO PED #H4¥F) LBz Ao v=7] X, #%8o
IRKBEL AT L) TV r—varalif—FR bEA VA ML= g VOMBEDEIZOWNT, HHED
HEV—E 2% 1 [\, LFRITERTLIEOLETEH, ZOREYF—E AL, SAP OHBKEOSCEICHESL G
DETDH,
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2.9.
2.9.

2.9.1.

2.9. 1.

2.9.2.

2.9.2.

2.9.3.

2.9.3.

2.9.4.

2.9. 4.

SAP Accelerated Incident Management (“AIM”) Services
SAP Accelerated Incident Management ( TAIM] ) H#—E =R

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 1, MY FEFIZLILZ2EMCTONNEDORENRDLLGEERE, %4 T2 [SAP R — K IZED D,
MEJCEE 1) RO BE 20 oA T > MU OKELICEB W TEE 2R — T 572D, BT
A B S4B OFRT 8:30 B4 5:30 £TOR], SAP OV R— MAKNORELZE T4 S -H
WFE (LR TSAP A>Ty MEBE| ) ~OT7 7B A%ERMT S, [SAP ATy NEHEE | DA
W TESCE) offkE» b 6 BREIUWNIZIThh 5,

The SAP Incident Manager provides:

[SAP o o7 v MEBRE | 13, UTOTRTERMET 5,

a) incident activity and status monitoring for Priority 1 and Priority 2 incidents;
a) TS 1) KON MBREE 2) OA LTy MTT 24 o7 v MEER ORISR
b) trend reporting of Customer’s incident situation on all incident priorities of selected systems;
b) BIRSNIZV AT LDOTRTOA o7 v MEREIZBT 2BEDA 27 v MRELOE A #E
c) incident management process empowerment session(s); and
c) AVITUMNER IO AOT L RU—RX by ig v
d) periodic remote meetings with Customer to review the status of Customer incidents.
d) BEDOA T v MRWOWERDT-DIZEE L1T 2 EFR Y £— F &k
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:
AT, SAP 1%, MESEEE 1) OA o7 bC, BENMEE LICEHHNE (LT TBREHEYE] ) LV
T— hTHEEIT o120, TOXEEITH 72DIT, SAP OV R— NN TREBIPRILEEE BAIIETE 5
£ 5, SRRV RS DML, THESEE 1) OA T v MIBWTIE L SN2 #E O EEEO
1 RERRRICAT DN D, (T SRR A I 1T, TREOHYSE ] AFHTE, ROWThnR
Mo m £ THEEZHIT 5,
a) resolution or workaround of the Priority 1 incident;
a) SRR 1) OA T v D OMRREIEEER
b) reduction of the incident priority level to a priority level other than Priority 1; or
b) AT NOERELVD, MBRE 1) DAOEBEEL LA~ & T
c) agreement of the parties to disengage the assigned SAP individual.
c) BRI AL7z SAP DHMEOLEMHES Z LD, MYFHFIZLLIHEE
AIM Services will only apply to incidents related to a product release of SAP Software which falls into
Mainstream Maintenance or Extended Maintenance.

TAIM —E 2] 1, AL AR =L AT FURA] L TERRSFA T A IC%SET D SAP

(V7 bry=7] O"G) Y —ZAHEL T T v FORTHET SN D,
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2.9.5. 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.

2.9.5. MAIM Y—v 2 1%, TEE)] 12695 TActiveAttention — Y AD A a—F |25 & ICHRE
Nz, RESNT-ABIHOBEDA A F—L & SID OflHELE, RO/ XIZSAP 1757 R¥—E &
LA VA M= VOB EDEIZONTOAREE SIS, BRIL, SAP Note 2649568 (ZEd#k &7z SAP [
T RY—EZ] IZOWT, TAIM —E R ZBIRTDHILENTE D,

2.9.6. 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).

2.9.6. FKIX., &K 3 AOKFELFEE 202484 (LIT TEEO AIM #HYFE| ) 24752 LN TE D,
BEIL, D TR AIM 435 ~OEENATREZ, HEEEOFEMIBER FRHCEFA—NAT RL 2K
VEGEE D) #RET2b0 45, TAIM —E 2] (&, EmIiie TEEDO AIM 437 IZRELT
‘I D,

2.9.7.  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.

2.9.7.  TAIM H—vt 2] OREOMEROT-HIZ, [HED AIM HYFE | L TmEN7 [SAP A 7 MEM
F1 U FeEloty b7y U E— bMREAHEET 1 BEETL LOETH,

2.10. SAP Baseline Support for Innovative Business Solutions (“IDP Support”)
2. 10. Innovative Business Solutions (259 % SAP _X—ZXF A ¥ HR—k ( [IDP R —F] )

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 H7AR— b T, [EXE] 12695 TActiveAttention —ERAD R a—F B4 5 CFE | IZHET
X7 TESCE) (25 < TSAP Innovative Business Solutions BEFO A =2 — 7|28+ 43¢ ( TIDP
PR— MEEDOR a—FICEHTEXE] ) ICESWTHEFICRILS L., AL T X To THEE)
[ZOWT, 20 ASD (TiRflEe THRE 1) ICREHT 210 > o7 v MOV R— M — e A0k s
Do 212U, B R— b 2R EHEINDY 7 b7 (ZHIZiE, SAP Enterprise Support, XIZ
SAP Product Support for Large Enterprises Z#&ieAZiHIZIRL W) ZR<,

3. ENGAGEMENT MANAGEMENT
3. TSV A VER
3.1. 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.

3. 1. FEYEFIL, [ F—VRA M=V r—] ZEATIEDET S, SAP O [ =V R hvwr—
Tr—] &, BRI FIQM &35, BED [mo /A —YR 0 bvx—U v —] &, WEBENEE T, BE
ERELCRERBERREZITO 0, YHBEERELZER 2 b0 T RN TEs, HBREZ G bNH
EF D, Db Ty F—V Ay b=V —] 1, BAWICEBEICH LT TREK) OF44EHT
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3.2

3. 2.

3.3.
3.3.

DD ET D, BIBEBINT: SAP U Y—RIZX-oTEITENDTXTD [ActiveAttention H—E R ] [T
WTIE, ED T =AY h~Rx—Vyxy—| LHEEITI LD ET S,

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:

F7z. TActiveAttention H—v R | OHIfIH, WHFHEIX, EHNICERESELET I DETSH (B
T2 BITATI=FT4 71 ) o 0D (278 T4 T7I=T 407 1F. WMYEHRICL>TH
AIZERINDREME T HAMIC, D EB BN 1 BERT 5, »nd (278774071 —-T 1
71 OBEMX., TORETRIO lTActiveAttention H—E R OIRPIZHES T, [ActiveAttention
F—ER] ORWEZERT H7DICS LRLIRPLIENE D EfkER, WL T, HEOEGEBERKEIT
ZEThD, HI—T 47 TIE REESBOERGICET 2REHBEZITI bDET 5, TiUTITLL
TREENDH, THDHITRE SN,

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;

a) AESNI-EHEENLHE, KPI, KO MctiveAttention H—E R T —T A 2 bEHE & O I
Bi1F5. [ActiveAttention Hh—¥ 2] F'1 T ADOHELIRI O

b) Identification of risks and/or delays that may jeopardize the performance of Customer’'s SAP Software
solution including risk mitigation recommendations;

b) BED SAP [V 7 o7 | YUa—talORT73—<  AEERICELTRAOBLY A7 KDY/
SATRIEDRFTE (U R 7 D 72D OHELTHIH 25 1 e)

c) Implementation of recommendations;

o) HEREFIHO I

d) Discussion of open issues and any change requests from either party; and

d)  WFNDOYFE ) S ORMROFRE K O T ERIZEET 2 Wk

e) Relevant details regarding project organization and planning.

e) Y= OGN OGN BT 2 B g

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.

=T A T OWMEEIL, SAP D [T —URX Y b Rr—U v —] PMERL, BED (=2 /=YX b
A=V X—] WEF L THGEEZ T 20D LT 5, D dWMEEOXHEE 30 HEHUNIZ, BEEOD
(DU A=A bR —Tr—] D, BEBCONCHENAEEERARHET A2 LRy EHIC
Ko THEEICRELZEX DI LR oGET, YAREFTIHERICLV#ER I DO LHRZIN
b, MYFEFIL, BEICH I L THREEOLTIROMRERY | AKBK T iR 51525 1o DIT AR & 51T
THHLDELET D,

SAP Cloud Governance
SAP 7T KD /NF R

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,
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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.

A% SAP Preferred Care, cloud edition, MUY/ I% SAP Preferred Success, cloud edition OH 7
27N F L a kT TC0BEE, HR—FrzmF 28— K] (TSAP 757 R —ERIZET 5 R—
AU —] ITEZEINTWNS) 2, [TActiveAttention P—v 2| O PIFNT SAP Preferred Care,
cloud edition, KUY/ X% SAP Preferred Success, cloud edition OV 7 A7 U 7 g v RIS
DR, RE 3 HKICFEHT D TActiveAttention Hr—E R | O F—T X NEBA /N U AT A A
nend [(Thbb, (=787 7473 —-FT 4071 KBML, BESN 20—V A bvwx—
Ty—] LOEEERRETLRE]

3.4. 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.

3. 4. BEODHE=FEODa LY LT 47—+t — (UF TBREOXR—FF—1 ) oWBhix. @O
[ActiveAttention —ERA|] =7 =V RXA L FORINIE >TRAIRTH D, BEIL. b THEED
R—hF—] 2, BEDOEE, ZD ASD, KO IEXE] (Zx9 5 lActiveAttention r—EAD A a—7
BT 53] ZESF L, SAP A2 ASD O THEESCE | 12195 [ActiveAttention —EAD A a—
TICHET S 3E) ICESSHEORGFEBITTE DL 912, SAP DL OABMNREIADEEICH - T SAP
W hta Lot 3b0E4 5,

4. CUSTOMER REQUIREMENTS
4. BEDEH

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

MASCE ) 12HD5% TActiveAttention h— VB R | 2#%F57DIZiE, BRI TOTXCEITH2TE
A SVANAN

a) continue to pay all support fees (i.e., Enterprise Support Fees, or Product Support for Large Enterprises
Fees) under the License Agreement;

a) Ml FAMETFE K IS T R_RToYHR— MBS (F72b 5. TEnterprise Support BHé:] X%
[Product Support for Large Enterprises £t4:] ) O W EHEGET 5

b) otherwise fulfill its obligations under the License Agreement, GTC, the Order Form, and the
ActiveAttention Services Scope Document; and

b)  ZFofh, TEEAMEFFERK) . GTC, TH3C#) | RO lActiveAttention H—E ADAa—7IZ¥
L35 ILESK BHOREEIRITT S

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

c) THHR—=IRATTa—) - T, VE— MNERAONT —¥ 7T 7 A% #RMT 2,

5. GENERAL PROVISIONS
5. —HRRIR
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.

5. 1. BlJE X417~ TEmbedded U Y —2 | 1%, SAP XiFZZF D> SAP @ [Edisstt] & OREMZBKICED HEED
FEURARBIZ 3 DHERE BT 5
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5.2.

5.2.

5.3.

5. 3.

5.4.

5. 4.

5.5.

5. 5.

5.6.
5. 6.

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.

R aI a2 = —2a UEFEIZTH-OIC, TActiveAttention —E R | 2T EH-ODFEE
WEE LT 5, fllx D TActiveAttention H—t 2| ([CEMRT 2 BIEEHRIL, JEET SAP U Y — X (T4
HHDETH,

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

BB &7 SAP @V Y —2Z (F@ &7 lEmbedded V Y —R] Z5ETp) 25, SAP OFEEFHMNSL D ASD
IZH:3< TActiveAttention ¥—E R | DIEEEETI25E401H D,

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 MR 5 [ActiveAttention H—E R] ORa—F %, SAP [V 7 bv =7 ORI BI%E K O
i oS E R 5720, FHRICLS 90 HETE TOWBAIC LY, 4E 1 [\ SAP ([ZLk-» CTHEF S D
BaENRH5H, 7277 L. TActiveAttention H—E X | DA —FIZBITAYZOEE N, %415 SAP [{#
FHMERFER ) \CEF SN H5EE] NT TActiveAttention B —E X ] OB T X7 U FL g0 %2fT-T
WA FRRDALESTIZH D SAP OFIFICAH L TH, MASNDZ L 25MEET5, SAP NAH 5.4 i
o TAI—TEEZAT I BRILZATH LB/, YUREELZHEENKHETEXRWES, BRI, 101D
Aa—FERICL > TEEBLZITS [HEE] ITkT 5 TActiveAttention —EAD XA a—F 1T 5L
H BRI HZENTE, ZOMRIT ELO 90 HE O TRICHT 5, BED L HIMPICERE1T
DRVGE, URAEITHEICL VA INT LA END,

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.

BHeT, BEICHT 5 90 ARTE COFERMCEmICL @Mk, BEIC 1| RIZEESNDIZ ERnD D,
SAP MHIR DGFEITIIHE - TEHEE T 21T 2 BUR 21T L7254 12, UBE TR ZBEDNEFH TR0,
BRIL, DB EMEETOBMERERED SAP MHZE L%, 30 BLUWICER CEMT 5 Z &2k > T,
MINDEMEETINZ L > TREE S5 EXE] 12325 TActiveAttention —EAD A —F 2T 5
E BT A ENTE, ZOMRITYZOBEZEFIBAN R SRR OBFEOK T RIS T 5,
D ERRHIMNICER 2T D WIGE ., YOG ERITBEICL OV KEINT AR IND,
ActiveAttention Services will terminate effective the same date as:

fActiveAttention #—E A [L, LATFOWTNNDOHEIC, TORAZENHE L LTRTT 5,

a) any termination of the Support Schedule under the License Agreement; or
a)  MEMEFFERM) TS THR— AP a—]) BT LSS
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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.

b) BEMNED SAP YiR— ~ (SAP Enterprise Support =° SAP Product Support for Large Enterprises
) OV T A7 Y S g%, SAP Standard Support 22T L7-G4E
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1.1.

1. 1.

1.2.

1.2.

1.3.

1. 3.

1.4.

1. 4.

Exhibit 1

BIHE 1

SAP Baseline Support for Innovative Business Solutions
Innovative Business Solutions Z%% 3% SAP _XR—Z2 5 A P R— |k

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.

Zo THIRE) X, Fi®E L3 RICEDDHTToO TR mido, Zo [RI#] THEMZED D
Innovative Business Solutions %[ 9% [SAP _X—2F 4 P R— | OfFMICEHA NS (LLF TIDP
YR—bF] ) . 72720, BV R— bEK (SAP Enterprise Support XUt SAP Product Support for
Large Enterprises Z&ieNZNHIZRE SNV NEHIND Y 7 by =T 2R<,

DEFINITIONS
&R

“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.

[EAYZ7 b br=T] 20 TR IZBWT TERY 7 hy=7 ] &id, THHE] OA VA F— LKD)
A, WNCZFOEEOIRAE L7025 SAP [V 7 v =T 0o, A7 Ny=T ] X, 20 Bk
WZEDSWTIIERMESH ST, BIBERETE 2T 2 0ERD S,

“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.

BEEERA R - 20 TR I8V T TEEEKERA > b i, BEIINT Customer Center

of Expertise (LL'F TCustomer COE] ) . i [IDP ¥iR— b | —EREZERTHHERE 5 I 7=
BOREEE RV D, Customer COE ([ZDOWTiX, THKR—bMAFTa—)v) OET LGN EH I
%, Customer COE MFIFHTE72WGE, BEIL SAP ([Zxf LT, Emicky, TIDP R —h] r—v 2%
R DR A ET DEB L4 LT nide b,

“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.

TERE] : oo MR 123\ T TeE) LI, NESCE) 1269 % TActiveAttention —EZAD A= —
FICBAT A CE] ICEEO [IDP HR— Rk D 2 a—FICT 5 0] [THESX . RN SAP M HEEA
TV 7 U7 XIEHE, RKOED RFa A TF—varizing,

“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.

(ABENIS AT AL 0 20O THIHE ([ZBWT TRBEI A7 4 &iE, TR A VA b=V ENDHHE
BEhe A7 LT, BEOEBUBIHER SN, BMEDOT —FBLESND VAT LAV,

SAP Service Description for SAP ActiveAttention Services JAPANESE v.1-2022 26



15.

1.5.

2.1.

2. 1.

2.2.

2.2.

2.3.
2.3.

2.4.

“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.

SAP Y7 =T 20 TR I28BWT SAP TV 7 hw o7 Lid., TMERMESERG] ICE-Sx
SAP OSBRI MRS SINDITRTOY 7 by =T 209,

SAP BASELINE SUPPORT FOR INNOVATIVE BUSINESS SOLUTIONS
INNOVATIVE BUSINESS SOLUTIONS IZkt3 % SAP _"—RZ A HAR— |

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

2o TRk oS RIS [I0P AR — by ik, TEXE] x5 lActiveAttention $—E A D
A2 a—FIZBT 5 30FE] IEEEO (1P YR — Mg O 2 7 — 72T 5 30F) ICAST@EICRIE s,
BENZ T AN THRE) ICIRB NS, TIDP AR — ) o —bxiE, [ERAY 7 hy=7)] Y JY—2
ZfE9 THERE) OfkREZ . B TIDP HR— MEE O R 2 —FZT 530FE | ROZ ORE M2 A >
T—a VCEDDEHEN (TIT] ) BEICBWTHAR— T 5,

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.

MAECE) 123575 lActiveAttention —EZD A a—F 2T 5 3E ] @ lActiveAttention H—E X
HIF PICERIC LD THRE) OERMTONL%E. [1IDP ¥R — Mo 2 =2 — 2B 5308 128
95 TIDP ¥R — k) X, [AECE] OBEICEENES L, EXXE] 545 TActiveAttention H—
EADA =TT H0E] (- T TIDP HR— ) BNEMEENEZFAD 1 AnbRBENnD,
e FIMERTRE A ) WSS SR DMERMT 2T 5 20MOTXTD SAP V7 ho=7] X, 20
MR (SRS D TIDP ¥R — b $—E 20 LIRICERI SN 5,

IDP Support is provided during IDP Support Office Time and includes the following:
MDP HAR— by (X, TIDP HAR— MEERRH] MIcRitsh, IR EEND,

a) Incident handling by SAP for problems related to the Features;

a)  [HsE) (CBIE RIS 5. SAP ITX DA o7 v MLE

b) Coding corrections or patches (such as altered programs not reproducing the referenced malfunction), or
workaround solutions or action plans; and

b) a—=F 4 I OEEELIINNyTF ERINEAREERHRINZVWEET 27T L7 E) | XTHE
WFREELFIT7var 7o

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.

o) [HeEl OV A=y = BB EDFREFEEZEO TIODEIENS Yy r— ) IPFOHK
RRICHT 28, ZAud, (HeE) PEEO ERBEIC X7 4] CHIESND, IR INZHE
(BTl R A WAAN

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
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2. 4.

Delivery Manager”). The IDP Support Delivery Manager will perform the following tasks as it relates to the
delivery of IDP Support for the Features:

MDP B AR — ) IZARET 2 VA — FBERIBEIZ DWW T B EISEE L O 217 5 72912, SAP 13X, SAP
@ Innovative Business Solutions #fkINC. KM OEMEHYEZFATDH (LT [IDP ¥R — TV
NY—=x—=V%—] ), [IDP $R—=brF IR —vx—Tv—] %, [HRE) <35 MIDP ¥R —

~ 1 ORMHZBEIET D HEIT. IROEEZIT D,

a) Setup and management of the Customer’s incident component and associated incident queue(s);

a) BEDA VT PArYR=—R FROEET LA T hFa—Dty b7y T ROE

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

b) Z® THIHE) I2ESWT TIDP YR — ) 23 572 IZBJE S 717~ SAP Innovative Business
Solutions DNV R— hF—LDEH

c) Supportthe TQM in the coordination and inclusion of appropriate ActiveAttention Services related to IDP
Support in the ActiveAttention Services engagement Service and Support Plan;

c) [ActiveAttention —E R | = F—IJ A D [H—ERAFRYR—F-FF ] @ [1DP HR—
MBS A, %95 lActiveAttention —E R ] OFHELOHAANIZEBITS TQM OHHR—
K

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

d)  TActiveAttention ¥ —ER| = F =V A L h D [ —EAKROVHR— T T ) ITHAANLLNT
[IDP AR — ~ | ICEE#E L7-. T[ActiveAttention —E X ] OFr =7 ML~ THO, £V —E R
DIEMEOFEEIZIIT D T OHAR— b

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).

e) [IDP HR— b [CHET 2MEEW D 2/ B2 T 4T I—T 07 ~OM FlziX, BmED
AT MIET . TIDP AR — b ICBET 5 lActiveAttention H— B A DRRALIZEET
LRMOBERE)

CUSTOMER PREREQUISITES

B& DR

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

Zo THIRK) it T 2 [IDP AR — b OV —ERE2%T 57010, BRIX. ROEMHE2mHIZTHEOET
Do

a) Fulfill its obligations under this Exhibit, the Order Form, and the Agreement.
a) I TRIHE)  THESCE) | RO TAEK) ICES<BLORBEZIEITT 2,

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.

b) %I THERE) OZMEERC SAP o EH TR I/ T haryR—x MEEHAL T,
[R— h R Y a—)b] IZEDEXBRICERME SN Z OB TR NOEZN7: SAP OV R— kA >
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4. 1.

4.2.

4. 2.

TIARNT I Fv—%N LT, TXCOAL VT2 FEHRET SAP ([KET 5, BEN., [HEfEl 12
BT ATy b, BMIERA VYT FarR—3xr MBIV Y THZENTE PS5BS
I%. SAP AU HIY TEEW LIATT DM, Ao T2 MCHT 25 SAP DIREDEBILET 55505
Do FEETEPNTNRNA T 2 MTOWTIE, SAP [TlH ., Hi%A o7 v PR L& TR
FHIUZZ DB EITH ZEMTET, AT FOMBICET BN ESIC ER ERDZ L%, @
RIETRL, ZHCRET 5,

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.

o) BRI AVVTUIREDEIITELENERETD2bDE L, HHEICESoTIE, £ 2T b
EIEIELRTIVUER S0, BRIL, SAP IZED AT v hosiricBh/iL, SAP 12Xk % TIDP +
R—F =R XZETL2b0L L, LERLGEIT. ZOHNOREOICEEHY DIEERZRET S
HDET D,

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

d) RFIL. SAP Note 67739 IZfE~T, Ml IIRE T2 F¥ 2 AT —va VINDENRENLDA
TN EGETOLD LTS,

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.

e) HEII. ATV OB OWREMED H D BRI L D UIFE DT DITHER S AR )
frak ( MEIE) 3UT T7 RAY ) 728) IBET 2 3CEOT T, SAP (2R L 2T nid 2 b,
BRI R OER OFEER & ), D OBHNICHERF L, MEIZIE T SAP 27 78R EE LD ET
Do

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

£) FEEIE., 2o TR ST, THERE) ICxE LT SAP »bigffkahsa—F o v 7 EE, Ry
T, EEFE, YAR— MRy =V EERTRTEHA LT UE R D e,

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

g) X, TIDP BAR— R = REZT LD, BEOARVL—T 4 VTV AT AROT —F N—
AELOFHLNAR—=Da T v I T —RTHZ ERNMBELERDEANH D,

CHANGES TO CUSTOMER INFORMATION, AUDIT

BEBRICHTIEE, BE

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.

BT, BED THEE] OA A F—AWNERL, Zof THEE] OEHICEES 53T X TOFROEE 4|
B2 < SAP (AT D Z & AT D,

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

D THHE) OFRMOETEMERT D720, SAP 13, BENEMT 2 EHmOEMMEL EMIICERT 5 Z
LINTED LD LT B,
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5.1.

5. 1.

5.2.

5. 2.

5.3.

5.3.

5.4.

5. 4.

5.5.
5. 5.

ADDITIONAL TERMS AND CONDITIONS
BN

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.

D THE) (TS < TIDP AR — k) 13, THgRE 23% TIDP YR — MEikE DO A 3 —FICB4 5 3CE ] 1T
EOWTHEICREINLHEIZ, BEDO FERBE AT A I3 LRI 5, GHIRFERICL
D, 220 [k OFOMOTXTORMREEEZZE L T, BEE. [1DP ¥R — b OEBIREICAR
o, BOEED [FERBHS AT L 1T D [IDP R — 1] ORMEEFTLIZENRTEILDL
L. SAP (ZZNICAETDHAR D D, Riticrrb b3, Bftahns [DP R— ) 2HHO AR
VAT A ICHEAT A LE, BICEENHEMRTAIBLTH D,

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.

851> TIDP H 7R — Mk DR 2 —FICT53FE| ICESSHE=FY 7 bv=T (AP UAHADY 7 by =
T) % SAP PEEICRELT 25HEE. HEENICERICE VAR LIEEEZRE, SAP 1, Do E=F
Y7 by TR LTE TIDP AR — b LA D ET5,

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

MDP ¥R — by 1% [BEERER A > b OZcxt LTt S, TBEEER A > b E, 2o [HIK)
BRGET D e OFA VA L—a &2 R— kLT b,

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.

[P YAR—h) X, TEAY 7 =27 O AL AN =LA AT FURA] Xix HEERSFA VT
F A (BEN TEERTA T T A ZHLAAESES) (M3 Ix.
http://support.sap.com/releasestrateqy (ZFt# > [SAP Release Strategy| MEIZED LN TWD) DT
HEFRBIZ, BEIWICKTT A0 ET 5,

Fee(s) are subject to change:
PEHE] 13, LT OWTN O HNTERIND Z ENH D,

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

a) T IRk ([ZHES& TIDP AR — R 51725 T8RE] OBAFICREL T, TIDP ¥R— Mg D A
A= 5E) TEERRZED 2HEIT, %45 [P ¥ R— MEitkD 2 = — 712+ 253
) WTHESE TIDP ¥R — ) 2575 [HRE] OBFEEEGDEE &2 KR 5729

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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b)) Zo TRk ZHS& TIDP HaR— b+ 2% 25 THEEl OBRICEIL T, TIDP HaF— MDA

=T 5 XE] TEBELVWEEDLIHEIC, 4T 5 (1P ¥R — Ml O 2 2 — 7123 53
1 OWEF, [ TIDP ¥ AR— M@k O X 2= 530F) IcHESE [P AR — 1) 2% 5%

THERE] IOV THE D SAP I8 L TXhbive, Githske: (RE/REZ2ET) ITHES< T
&) OFPEOBEEL KT 5720
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