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SAP ActiveAttention Services may provide professional expertise onsite and/or remotely to assist Licensee in ActiveAttention engagement planning,
governance, analysis and identification of potential business improvement, and advisory on potential architecture transformation driving continuous
business improvement within Licensee’s lines of business and/or to assist Licensee in the handling of orchestration and operations of Licensee’s SAP
solution landscape, supporting transformation, implementation, upgrade, and operations projects.
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SAP ACTIVEATTENTION SERVICES DESCRIPTION (“ASD”)
SAP ActiveAttention ¥— & RANZMHA ( TASD] )

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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If there are any discrepancies between English description and Japanese description in the ASD, the English description shall prevail over the Japanese
description.
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1. Definitions.

1. E&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.
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1.2 “Local Office Time” means regular working hours (8:00 am to 6:00 pm) during regular working days, in accordance with the applicable public
holidays observed by SAP’s registered office. Solely with regard to the SAP Service Level Agreement defined herein, both parties can mutually agree
upon a different registered office of one of SAP’s affiliates to apply and serve as reference for the Local Office Time.
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1.3 “Normal Business Hours” means an eight (8) hour period between 6:00 am and 8:00 pm, Monday thru Friday, unless otherwise agreed to in
writing by the parties.

1.3 T@EOEERRE] LT, MYEELIEmCREE LA E2RE, ARANLERHE ETOTR 6 Fnb A% 8 FE TOMOD 8 IFH
T,

1.4 “Production System” means a live SAP system used for running Licensee’s internal business operations and where Licensee’s data is recorded.
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1.5 “Support Schedule” means the schedule to the License Agreement for SAP support (i.e. SAP Standard Support, SAP Enterprise Support or SAP
Product Support for Large Enterprises) that is in force for the Software licensed under the License Agreement.
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1.6 “Top-Issue” means issues and/or failures identified and prioritized jointly by SAP and Licensee in accordance with SAP standards which (i)
endanger Go-Live of a pre-production system or (ii) have a significant business impact on a Production System.
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2. SAP ActiveAttention Services. SAP delivers only the SAP ActiveAttention Services (“ActiveAttention Services”) specified in an ActiveAttention
Services Scope Document to an Order Form referencing this ASD. SAP ActiveAttention Services consist of the following components.
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2.1 SAP Embedded Services.

2.1 SAP Embedded ¥ —¥E R

2.1.1 SAP delivers SAP Embedded Services as an onsite team consisting of the SAP support resources (“Embedded Resources”) identified in a
ActiveAttention Services Scope Document to an Order Form performing the role described below. Such Embedded Resources shall be available at
the Licensee location(s) specified in a ActiveAttention Services Scope Document to an Order Form during Normal Business Hours for the quota of
days per period of time specified in a ActiveAttention Services Scope Document to an Order Form (“Period”) per assigned Embedded Resource
during the ActiveAttention Services Term specified in the ActiveAttention Services Scope Document to an Order Form (“Embedded Resources
Quota”). The assignment of Embedded Resources will occur within six (6) weeks after execution of the Order Form. The Embedded Resources
Quota does not include any vacation leave by the assigned Embedded Resources.
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2.1.2 The activities of the assighed Embedded Resource(s) will comprise one or any combination of the following areas to the extent applicable as
mutually agreed to by the parties:
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SAP Foundation Technical Quality Manager Activities
SAP Foundation T 27 =HNV 7 F VT 43— ¥ —DIFHE)
. Understand Licensee’s SAP Software solution, business processes.
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. Provide advice, guidance and assistance in the following areas:
o ROZFEIZOWTEIE, 8, ROEERET S,
o  Technical risk management/program management of complex Licensee Software implementation, upgrade and transformation projects
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o  SAP release & upgrade strategy that is aligned with Licensee’s information technology (IT) strategy
o TATBUU—OFEREN (IT) IS o7z, SAP OV UV —AROT v 77 L— Rkl
o Identification of areas for potential reduct|on in Licensee’s total cost of operations; and potential for the optimization (i.e., continuous
improvement) of Licensee’s SAP Software
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. Provide transparency for focus area progress including status reporting of jointly agreed key performance indicators (“KPIs”)
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. Develop and maintain mutually agreed Licensee-specific ActiveAttention Services engagement plans
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. Facilitate the performance of the ActiveAttention Services engagement plan including the coordination of individual service deliveries and
SAP resource staffing
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SAP Technical Quality Manager (“TQM”)
SAP 77 =ANIFY T 4=F—Vx— (ITM] )
» Provide advice, guidance and assistance with agreed to focus areas:
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o SAP support requirements, Licensee support processes and use of SAP support tools (e.g. SAP Note Assistant, SAP Notes
Search and SAP Solution Manager Enterprise Edition)
o SAP HR—hOFEM, FA LT —DYR— b FrE ARV SAP Y- — Y — A O (SAP /— k7 ZZ > b, SAP Notes
MiZ&, ]} SAP Solution Manager Enterprise Edition)
o Integrated end-to-end application lifecycle management
o MBENIEZ Yy RY =V KT PV r—va Do 79 7 VEH
o Integration validation of complex Licensee solutions
o TA vy —DFMRY Y a— a L OERIE
o Operate the SAP solution more efficiently
0 SAP DYV a— 3D X VR EN
o Solution availability management, monitoring and performance
o YU a—ia O fER, BHREONT 3+ —v R
o Risk mitigation plan(s) for critical maintenance issues
o ERZRTRIBICET 2V R/ BT 7
o Incident reduction and/or avoidance
o A VT v N OB KUY IR
» Track Licensee’s implementation of SAP’s recommendations and action plans resulting from the delivery of SAP Expert Services hereunder
o ARITHES L TSAP Expert Y—bEA] OEMOFBRICES SAP OHRFHEKLRT 7 v arFTrD, T4y —I2 L5 EMRLOE
B
« Provide periodic status and risk reporting at Licensee’s project management level
e TIAkyV—OT V2T PR =T AL R LAYLIEBET S, EMRRRRER Y R 7 W O EE
« Assist Licensee in coordinating, tracking and reporting SAP technical risk mitigation and Top-Issues
© SAP OEFHY Y A7 BN DY TR EERE) (BT 5%, B R OREICET 27 A4 B v —DXE
* Manages quality gates for selected focus area projects
s BRINTCELAH TRV MIOWTDI AV T 47— FOFR

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

2.2 SAP Expert ¥ —E R

2.2.1 SAP may provide Innovation Services, Co-Design, Architecture Planning, Implementation Support, Cyber Security and Compliance, PaaS and
DevOps, Safeguarding, End-to-End Operations, and/or Innovative Business Solutions Support services (collectively “SAP Expert Services”) during
Normal Business Hours (unless otherwise agreed to in writing by the parties in advance) as may be determined by SAP and Licensee in the agreed
to ActiveAttention Services engagement plan, for the quota of SAP Expert Services days per Period during the ActiveAttention Services Term specified
in the ActiveAttention Services Scope Document to an Order Form (“Expert Services Quota”).
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2.2.2 Within the Expert Services Quota, Licensee will be entitled to choose any standard SAP Expert Service from SAP’s then current portfolio of
SAP Expert Services. A listing of SAP’s current SAP Expert Services is available at www.sap.com/activeattention-service-list.
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2.2.3 To schedule SAP Expert Services, Licensee shall contact the FTQM assigned or designated Embedded Resource. SAP requires a minimum
lead-time of five (5) weeks for scheduling SAP Expert Service delivery requests. If reasonably possible for SAP, SAP Expert Services may also be
scheduled based on short-term needs and according to arising project requirements. SAP will calculate the estimated days for a requested SAP
Expert Service based on Licensee’s information and requirements. This estimate will include preparation and post processing activities. The days
used for an SAP Expert Service will be deducted from the Expert Services Quota, where applicable. No time will be deducted from the Expert Services
Quota for travel time. In the event the Licensee postpones or cancels any already requested SAP Expert Service less than three (3) weeks before
the start date of the SAP Expert Service, SAP may deduct already rendered days from Licensee’s Expert Services Quota.
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2.2.4 Licensee shall define a project team and make sure that the relevant contact people are available for the duration of the individual SAP Expert
Service deliveries. Such Licensee project teams should be staffed with Licensee’s IT Project Manager, concerned business process owners, system
administrators, active users, and the persons who are responsible for the implementation of the respective core business processes. The agenda
requires the participation of some or all of the Licensee project team. Prior to an SAP Expert Service delivery, the Engagement Managers will: (i)
agree upon a more formal agenda for the SAP Expert Service; (ii) the required involvement of Licensee’s project team members; and (iii) identify any
prerequisite SAP Software for the performance of the SAP Expert Service.
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2.2.5 The “Innovative Business Solutions Support” category of SAP Expert Services is only available for the Features (as defined in Exhibit 1) that

are covered by IDP Support (described in Section 2.9 below) as a component of an ActiveAttention Services engagement in an ActiveAttention

Services Scope Document to an Order Form.
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2.3 SAP Expertise on Demand.

2.3 SAP Expertise on Demand

2.3.1 SAP Expertise on Demand (“EoD” or “EoD Services”) is a remote service which provides SAP resources to fill Licensee’s need for short to
medium-term duration (up to a maximum of ten EoD days in duration) tasks. These tasks target technically complex or unusual issues that are
typically beyond the experience of Licensee’s staff such as: minor Modifications of SAP Software as defined in the applicable SAP license agre ement;
minor configuration changes of Licensee’s SAP Software system; knowledge transfer on SAP Software and similar tasks. EoD Services do not
include: (i) reaction on Licensee incidents as these are covered under the Support Schedule to the License Agreement; or (ii) Features developed by
SAP Innovative Business Solutions. EoD Services will be provided during Normal Business Hours for the quota of EoD days per Period during the
ActiveAttention Services Term specified in a ActiveAttention Services Scope Document to an Order Form (“EoD Quota”).
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2.3.2 To engage EoD Services, Licensee will submit an EoD task request to SAP through Licensee’s SAP Solution Manager Enterprise Edition system
identifying the task and supporting information for the EoD Task for which Licensee is requesting SAP’s assistance (“EoD Task”). SAP shall then
analyze Licensee’s EoD Task request. Licensee understands and accepts that SAP may reject an EoD Task submitted by Licensee if the request
does not constitute an actual EoD Task in accordance with this Section 2.3 or if the EoD Task cannot be realized due to technical or legal implications.
Where the EoD Task can be realized by SAP, SAP shall submit an action plan for completion of the EoD Task to Licensee. Inthe event Licensee
accepts an action plan and wishes to have SAP commence work, SAP shall provide an estimated duration (in hours, subject to a minimum duration
of four (4) hours to complete an accepted EoD Task) for such EoD Task effort. Upon Licensee’s acceptance of the estimate, SAP shall commence
work on completing the EoD Task in accordance with the action plan. The actual hours used to perform an accepted EoD Task will be deducted from
the EoD Quota. EoD Services cannot be used to deliver SAP Expert Services listed in Section 2.2 above.

2.3.2 [EBoD ¥—E R ZKETDITIE, TA B —Id, SAP OXEEEFHTD [EoD ¥ X7 | DIEEROCSEHEREVIRL, HHD SAP
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2.2 RICFECHEH T D [SAP Expert #—E A OFEMIFMT 22 LITTER,

2.3.3 SAP shall use commercially reasonable efforts to fulfill EoD Task requests submitted by Licensee, however, SAP does not guarantee that it can
or will fulfill every EoD Task request submitted by Licensee and SAP will have no liability in the event it cannot or does not fulfill such EoD Task
request. SAP shall notify Licensee in the event it cannot fulfill an EoD Task request. In the event SAP commences work on an EoD Task and
subsequently determines that it cannot or will not fulfill such EoD Task, SAP shall provide Licensee with a written explanation of the reasons for such
action.
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T DHDET D, SAP (X, TEoD # A7 | (BT DEEZBM L, ZTOKYFE TEoD & A7 | ZFITTERWVITZIT L W Lo A,
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2.4 SAP On-Call Duty Services.

2.4. SAP On—Call Duty ¥ —VE R

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

2.4.1 T[SAP On—Call Duty ¥—E 2] TlI, EHIH LT, BEREY R AT EACONTIA B V=42 LETH720IC, SAP OF7R— b
MR OERFI LTS DV E— b T 78R ETA B v — 28RS 5, 570D TSAP On—Call Duty ¥—E A OMEEHYE T, ESCE) (2
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2.4.2 An SAP On-Call-Duty Services session is:
2.4.2 TSAP On—Call-Duty H—¥EA] O&v vz it
. either Monday to Sunday starting 08:00 and ending 20:00 the same day in Licensee’s local time zone
« TABUVY— OB T, ARNAOHIET, 08:00 ([ZBAAL. MH® 20:00 (2K TT D,
. or Monday to Sunday starting 20:00 and ending 08:00 the following day in Licensee’s local time zone
c XF FTA BT OBIHIERRT, AMEAD HBEE T, 20 : 00 ([ZBHfA L. FHO 08 :00 I TT 5,

2.4.3 To schedule SAP On-Call Duty Services Licensee shall make a request in writing to the TQM or the designated Embedded Resource. The
scheduling of SAP On-Call Duty Services is subject to five (5) weeks advance notice.

2.4.3 [SAP On-Call Duty ¥ —ER] ORF T a2a— LR EDTZDIZ, T —F, TWM IIHEE S47- Embedded VY —RA ] 1T, FHHEH THEH
FWEITO DD ET D, [SAP OnCall Duty h—E A OAF Y2 —/LiEL, 5 BERIO®@ME ST LT 5,

2.5 SAP Service Level Agreement.

2.5 SAP P —ER LULE

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

2.5.1 [SAP #—E A L~ULEK)) 1%, [SAP Product Support for Large Enterprises ( [PSLE] ) #AHR—hF"A&Z TV a—/b] IZMALTWETA
T —IZxt LT, TSAP ActiveAttention ¥ —E R | O F—T A FOMKRER L LRt SN 5, SAP Enterprise Support MD#K)% SAP
LRERLTVWDE T4y =220 Tid, T OREMEITHE> T SLA ANEHA S5,

The following Service Level Agreement (“SLA” or “SLAs”) commitments shall apply to all Licensee incidents that SAP accepts as being Priority 1 or
2, and which fulfill the prerequisites specified herein, for Licensee installations and system id (“SIDs”) combinations specified in the ActiveAttention
Services Scope Document to an Order Form. Such SLAs shall commence in the first full Calendar Quarter following execution of the Order Form.
UITFO =2 L~ V88 (LUF ISLAJ ) OefFER, ESCE) 12345 lActiveAttention —EADRa—7IClT530EF) 125
ETLHTA =D VA=A EV AT L ID ([SID) ) OMAEGOEICET S, 20 ASD ICHFET DRSS 2N/ L, 23> SAP 73 [
JERE 1) Xax MERE 2) ELTCHKRTE, T4y v—DFTRCOA T ML CHEHAIND, 2% SLA 1X, 2o TECE] Okikbtk.
BOIDOFERZIEL I BIE L 2D b D LT 5,
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2.5.2 SLA for Initial Response Times:
2.5.2 YIS ERERTICBIT % SLA

a. Priority 1 Incidents (“*Very High”). SAP shall respond to Priority 1 incidents within one (1) hour of SAP’s receipt (twenty-four hours a day,
seven days a week) of such Priority 1 incidents. An incident is assigned Priority 1 if the problem has very serious consequences for normal business
transactions and urgent, business critical work cannot be performed. This is generally caused by the following circumstances: complete system
outage, malfunctions of central SAP functions, or Top-Issues and for each circumstance a workaround is not available.

a. BRE 1 o4 F b (TEEHR) ) SAP 1, MERE 1) o4 Ty Mt LT, b TEEE 1) of>vTFr b %
SAP 28ZfH L7-%. 1 BERILAN (1 B 24 FERIEFEAR) ([SE T2 0045, BBENETE OMBEICHRD CTERZRPEEL KIFL, Ban-or
VAR ARAROELEDOZATHRAFREL 2 D5/, Y%A VT > MOEEE 1 28045 C5, Ziud, —REOICLLToRMICE Y Bl Eiz
END VAT ADEEEIR, B SAP BEREOREE, ST M BRI | L OVEREER 2SR H T & AV il 2 odRL,

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

b, HEE 2 DA T ) (Y] ) SAP IR, THSEE 2) O Ty M LT, D MBRE 2) oA 27 M SAP
O T ZERE ] PICZE L2k, 4 BRUNIOSET200 L9205, BEOE VXA NI ¥ v a UNERISEEELZ T, WBRFIAT %
BATCERWEE, 2O 272 M THEE 2) REVATHNAD, Zhd, H#%O F 707 oa U RO/ UTEED FATICHE R RO
FRENECENEA RVAK & 722D,

c. For further information on assigning priority levels see SAP Note 67739 available in the SAP Notes Database on SAP’s Customer Support
website at http://support.sap.com/notes.

c. EHREOEY CICET 23EMIBERICOVTIE, SAP O [hAZ<H KR —F] Web ¥ A + (http://support. sap. com/notes) @ [SAP
Notes 7—# ~N—2Z| TAFTEZ 2 SAP Note 67739 ZBMDZ &,

2.5.3 SLA for Corrective Action Response Time for Priority 1 Incidents: SAP shall provide a solution, work around or action plan for resolution
(“Corrective Action”) of Licensee’s Priority 1 incident within four (4) hours of SAP’s receipt (twenty-four hours a day, seven days a week) of such
Priority 1 incidents. In the event an action plan is submitted to Licensee as a Corrective Action, such action plan shall include: (i) status of the
resolution process; (ii) planned next steps, including identifying responsible SAP resources; (i) required Licensee actions to support the resolution
process; (iv) to the extent possible, planned dates for SAP’s actions; and (v) date and time for next status update from SAP. Subsequent status
updates shall include a summary of the actions undertaken so far; planned next steps; and date and time for next status update. The SLA for
Corrective Action only refers to that part of the processing time when the incident is being processed at SAP (“Processing Time”). Processing Time
does not include the time when the incident is on status “Customer Action” or “SAP Proposed Solution”, whereas (a) the status Customer Action
means the incident was handed over to Licensee; and (b) the status SAP Proposed Solution means SAP has provided a Corrective Action as outlined
herein. The SLA for Corrective Action shall be deemed met if within four (4) hours of processing time: SAP proposes a solution (status “SAP Proposed
Solution”), a workaround or an action plan; or if Licensee agrees to reduce the priority level of the incident.
2.5.3 K 1 OA LTV MIRHFTBEIET 7 v a VISEREICHT S SLA : SAP 1%, T8 —0 EEE 1] OA 7 2 M LT,
sk, R TT 7 a7 Ty (LLF MEERE] ) %, SAP 2320505 TERE 1) Oy T MEZ{E L% 4 BN (1 B 24
REE P AER) (TR 2 DL 5, 77y ar T Tun MEEME] L LTIA By —IZRINENDIGE. DT 7y ar 7 7 23
TobDEGLLOLT D, (1) RTeEAORN, (1i) SAP DY Y Y —2ADRELEGL, TEISNTWDHRDOAT v 7 (iii) RS
O ZADTRIIBERT A B —ITROONDLRG,  (Iv) ATREZREI T, SAP IZL2MIGD RS, R (v) SAP IZX2WED T v 77—
FDOHK, ZOHRDAT =L AT v 77— ML, TORAETICMOENTHBEOER, TESNLTVWDIRDAT vy TR OREIDAT =2 AT v
T FOAKEGLLOL TS, MELEHED SLA) (X, RHEEH D 5 B, SAP 128D A o Ty BRI TWDESDOREERT S (UL
T MaErER) ). TR IKE, A v T b TBET 7 va v XL (AP PRI EZRE) OAT —X ATHh HREIEE £ 2\, =
ZT (@ THET7var] AT—FALIT ATV MPBEICESNTZZIEEZEKL, (b)) TSAP DRRREZRE] AT7—# A&, Z
D ASD (TR D MEIEHE] Z. SAP AEMFHATHDZ L2 @y 2, MEERE®D SLA] (T, QBRSO 4 FELINIZ, SAP AMIRRE
( TSAP Proposed Solution] A7 —# A) | EETFEXILT 7> a v 7TV OREEZ LIZGA. XIT7A4 vy —0BA T v hOBEREZ TS
LHZEICAEB LESGARICBITENEbD LR IND,

2.5.4 Prerequisites and Exclusions.
2.5. 4 BI#RSMK OBRIMETE

a. Prerequisites. The SLAs shall only apply when the following prerequisites are met for all incidents: (i) in all cases except for Root Cause
Analysis for Custom Code under Section 2.6 below, incidents are related to releases of SAP Software which are classified by SAP with the shipment
status “unrestricted shipment”; (ii) incidents are submitted by Licensee in English via the SAP Solution Manager Enterprise Edition system in
accordance with SAP’s then current incident processing log-in procedure which contain the relevant details necessary (as specified in SAP Note
16018 or any future SAP Note which replaces SAP Note 16018) for SAP to take action on the reported incident; (iii) incidents are related to a product
release of SAP Software which falls into Mainstream Maintenance or Extended Maintenance. For Priority 1 incidents, the following prerequisites
must be fulfilled by Licensee: (a) the issue and its business impact are described in detail sufficient to allow SAP to assess the issue; (b) Licensee
makes available for communications with SAP, twenty four (24) hours a day, seven (7) days a week, an English speaking contact person with training
and knowledge sufficient to aid in the resolution of the Priority 1 incident consistent with Licensee’s obligations hereunder; and (c) a Licensee contact
person is provided for opening a remote connection to the system and to provide necessary log-on data to SAP.

a. HIFESEME SLA (X, TXTOA > 7 MO LT T ORHERGEENT. S hLEIcorEHIND b0 ET 5, (1) Tt 2.6. &
IZFRHD THAS b a— RICxT 2BERREGN ] 2T XTOHET, A U7 b3, SAP B AT — % 2% “—fkHa ([C08E L7z
[SAP Y7 ho=7 ] OUUV—RCHBELTWDZ L, (i1) AT 2 M3, SAP DZDOREETRHIOA ¥ T v MU r 7 A VRIEICHE,
WESNI=T 5 —2x6t LT SAP 3B &3 U 2 7= DI 3 7 BIEEEMIE S (SAP Note 16018 XIZZ D% D ZHUTHKI 2D SAP Note I[ZFEHiENT
WHHD) DEENTEY, SAP Solution Manager Enterprise Bdition AT AZMNL T, 74 B —ICX DHEFETRIISA TS Z &,
({ii) AT B, (AL AN =L AT F U A] E TERRSFALST T A ICHYSTD SAP (V7 o=T) OfEY Y —2 2
B L CWp o &, TEEE 1) O Ty MW, 748 —id, UTFORMHRGHEHZTLEND D, (a) MELOZOE VX
ASDEBIZONT, SAP BB AT 2 720+ akeitfiasiiifisncns 2 e, ) T4 v—id 1 B 24 BFHFEPERT SAP LiE
FETEDEIIC, T BV —=DRIZD ASD ITHESS BB ST, TBEE 1) O T U bR 2R TIEL LI TAR P L—=
RO R AT, RBEFHT IR TE2HLEEZRERTLL RV (¢) Y AT L~D) T— MER LRI o720, FlobBlhn s

FUT—H% SAP [HRET DD DT A v—OESHEERMETH L,
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b. Exclusions. The following types of Priority 1 incidents are excluded from the SLAs: (i) incidents regarding a release, version and/or
functionalities of software developed specifically for Licensee (including without limitation those developed by SAP Innovative Business Solutions
and/or by SAP subsidiaries) except for custom code built with the SAP development workbench; (ii) incidents regarding country versions that are
realized as partner add-ons, enhancements, or modifications are expressly excluded even if these country versions were created by SAP or an
affiliate of SAP; and (iii) the root cause behind the incident is not a malfunction, but missing functionality (“development request”) or the incident is
ascribed to a consulting request.

b, BABE LUFOZA 7O HEERE 1) OA 2T ME, SLADREN LRI S5, (i) SAP BT —2 XU FBRHEE L= A 2 A
a— RZBRE, 9480 v —DEDICHEINCEBEINTZY 7 by =270 J—R N—=T g 0 O/ L IIHEGE (SAP Innovative Business
Solutions MOV/HEHLIE SAP OFRHLCK VB INZbOE TN, ZHICRES LR KT/ v T b, (1) A= FF—DT F
Fo. BERESRAL UTE RIS £ 0 EBRATREARERI A=Y a VT4 0T v M, REZZNLOERIS—T 3 28 SAP XU SAP ORI
WCEWER SN D TH-ThH, RIS D, (1) ATV FOBERICH Z2WAFRNRREAS TIIREREOXRMTHDL O

(AT TBAZSKIE) ) . XFA v T v bR a7 o U ZKEICERT 5 b 0,

2.5.5 Service Level Credit.
2.5.5 Y—ERAL~ L7 LTy b

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

2.5.5.1 TEWHM 128 25 TO SLA IZOWT, FFASNDWIRNIC, BRIEOKRED 95% (TG LizhE. SAP X, LR SLA
WolHLDHEHZRLLIEbDOLAREND LD LTS, [ActiveAttention H—ERHIM ] FOMLED [EUEH) I2BWT, Iy —
DEEH U7z BERLod SLA I o 7oA o T 0 RS 20 KT (F7_T o SLA IZxH T 25T) OBaE. T4 —id, Y% TR kv,
SAP ZSHE STz SLA OHIRZBIE L= A 27 > b 1 LR ThIE, SAP (T 1FE SLA [T ACOEBF E R LI bD LB END T
LIZEET S,

2.5.5.2 Subject to Section 2.5.5.1 above, in the event that the timeframes for the SLA’s are not met (each a “SLA Failure”), the following rules
and procedures shall apply: (i) Licensee shall inform SAP in writing of any alleged SLA Failure; (i) SAP shall investigate any such claims and provide
a written report proving or disproving the accuracy of Licensee’s claim; (iii) Licensee shall provide reasonable assistance to SAP in its efforts to correct
any problems or processes inhibiting SAP’s ability to reach the PSLAs; (iv) subject to this Section 2.5.5, if based on the report, an SLA Failure is
proved, SAP shall apply a Service Level Credit (“SLC”) to Licensee’s next ActiveAttention Service Fee invoice equal to one quarter percent (0.25%)
of Licensee’s ActiveAttention Service Fee for the applicable Calendar Quarter for each SLA Failure reported and proved, subject to a maximum SLC
cap per Calendar Quarter of five percent (5%) of Licensee’s ActiveAttention Service Fee for such Calendar Quarter. Licensee bears the responsibility
of notifying SAP of any SLCs within one (1) month after the end of a Calendar Quarter in which an SLA Failure occurs. No penalties will be paid
unless notice of Licensee’s well-founded claim for SLC(s) is received by SAP in writing. The SLC stated in this Section 2.5.5 is Licensee’s sole and
exclusive remedy with respect to any alleged or actual SLA Failure.

2.5.5.2 FFEEE 2.5.5.1 K& LML LT, SLA AT MR- SN o78a (LWFZnEh ISLA REIT) ) 3. BTORERD
FlELEAT2b0L T2, (1) T4y —IiF, BLIEZTD ISIA NETTF) 2FH@T SAP IZ@MT LD TS, (i1) SAPIE, 0D WA
TEMEL, T4 BV —DOFEROERIZRENFAFTLHREE, 74— LTEHRTITI> D LT 5, (1i1) T4 —Id,
SAP @ PSLA FERROFHREMEZ 5T AMBEITI 70t A2 RIET A0 0 SAP OBNIH LT, AEMAXEZRIT I O LT3, (iv) AE
2.5.5 FREFMEL LT, MEICHSE SAP @ [SLA REIT) BYVFESNHE. SAP X, 74 B v —DRAID TActiveAttention H—E ZH}
&) OFEREFICBWT, ZREND TSLA RRETT) AAHE SHGE S 8i% TS 12895, 74822 —d lActiveAttention H—E 2R
Bréz) @ 0.25% YOI —E AL~y LYy b (BAF ISLC) ) 2T 200 &$25, 72720 TIRPEH) ZE o SLe o RRRiE, M5% T
B ot d 574 —0 TActiveAttention H—E AR @ 5% &5, FA v —iE, [SLA RBEIT) 2384 L7 UEMNEH) okT
#% 1 ALINIZ, SAP IZXF LT SLC IZDWC OB ZIT S TEE A D, SAP BT A =7 b SLC IOV THALD B fe 72 i NL T O E T & 5% 8
L72WBRY | &I b, K 2.5.5 KICRE#ET 5 SLC 23, WL THRAUTFERO ISLA Rt KT 7 48—tk o T
DUE—NOPEMA 22 R Th 5,

2.6 SAP Root Cause Analysis for Custom Code.

2.6 HAZ La— FZxd 5 SAP OBEEFE /T

2.6.1 For Licensee custom code built with the SAP development workbench, SAP provides mission-critical support root-cause analysis and may
provide guidance for incident resolution, according to the SLA’s stated in Sections 2.5.2 and 2.5.3 applicable for Priority 1 and Priority 2 incidents
related to the Licensee installations and SID combinations listed in a ActiveAttention Services Scope Document to an Order Form that are submitted
by Licensee in accordance with Section 2.5.4(a) above. In addition to the prerequisites for the SLA’s stated in Section 2.5.4(a) above, in order to
receive SAP’s Root Cause Analysis for Custom Code service Licensee’s custom code must be documented according to SAP’s then-current standards
(for details see http://support.sap.com/supportstandards) in Licensee’s SAP Solution Manager Enterprise Edition system. Notwithstanding anything
else stated herein to the contrary, SAP shall be deemed to have met the SLA for Corrective Action stated above for Priority 1 incidents related to
Licensee custom code by identifying possible root causes for the incident and/or failure of Licensee’s custom code. SAP’s Root Cause Analysis for
Custom Code does not include providing corrections; work arounds; or incident resolution for Licensee’s custom code regardless of who created
Licensee’s custom code. Corrections or incident resolution for Features may be provided by SAP Innovative Business Solutions under a separate
agreement.

2.6.1 SAP BABEU — I/ RUF TSRS NI T A B 3 —DH AZ La— RIZHOWT, SAP 1d, T4t —RERE 2.5.4(a) SRITHE-> TIRHL
7o MESCE) ST 2 lActiveAttention h—EADAa—FZBF 2 XHE] I[CRRBOTF A B —DA A M—/v & SID OFHEDOEICREE
T MESEE 1) RO MBRE 2] O Ty MCEMSND, BB 2.5.2 & UM 2.5.3 RICEHET D SLA IRV, Tvar s UT 4 b
NRBEERR T A — b2 L, EloA T v FORRD =D T A X A% BT 25605 5, EEE 2.5.4(a) £OLHO SLA (2
T HEMESRMICINA T, SAP DIHAZ ha— RS T 2EEFEREIMN IS —EA2ZT 257012, T4t —0 SAP Solution Manager
Enterprise Edition AT LITEBWT, OIS THRHTO SAP O RUE GEMIZ DUV TiX, http://support. sap. com/supportstandards Z &M
L) o T, FABVY—DOHAZ LT — RPFEERINTORITIIER B, 20 ASD IZBWTHKT 2 EDNH o7& LTH, SAP (L,
FARY—DUAZLA—= DA VT 2 P RO/E L IFEEZOWTARED S DIRAFRERHET DL LICEY, T4y v—Dh A%
La— RIZBT 2 MBEE 1LUDOA T v MZOWT, Fikd 2 MEEMED SLA] ZEITLIEb DL ARIND, SAP IZKDTHAZ Ka—RiZ
I DEEFRESINCIE, TA B —DHIAZ LI = FOEREROTNTHL2PICrPDET, I8y —DAAF La— FOFTE, [H
BEFE, XFEA T POMRRERMT L 2 LA ENLY, TBEEE BT HEESA VT MERIE, BLIEOKITHE ST SAP
Innovative Business Solutions ([ZX ViR SN D2ELGENRDH D,
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2.7 SAP Product Engineer on Demand Services.

2.7 SAP Product Engineer AV 7 <y R¥—E X

2.7.1 SAP Product Engineer on Demand Services (“PED Services”) is a remote service, unless otherwise agreed, which provides access to an SAP

support engineer (‘Product Engineer”) for advice in, but not limited to, the following areas: (i) analysis of incidents or issues; (ii) issue

resolution/workarounds; (iii) best practices; (iv) software design. PED Services are provided solely for the Production System application components

and corresponding Licensee installations specified in an ActiveAttention Services Scope Document to an Order Form.

2.7.1 [TSAP Product Engineer 4> 5~y K¥—tA] ( [PED —¥YA] ) &, JRAEETAHEEZMRNCYE— M= 2L L, BI5%KD

D700 SAP OYR— V=7 (V=T ) ~OT7 7w A&#MtT 5, BSORMICITLLTRAEENDI, ZhBIZB LR,
1) A>Ty bOIMED S, (i) MEOfER/EE,  (11i) XA N FF27T7 4 A, (iv) Y7 ho=7i%sk, [PED —b 2] X, (&

) ACxT D TActiveAttention Hr—EADRa—FIZT5XHE] MR ENT, [RBEHL AT L] OT7 TV r—vararfR—xr bk

U T 2748 —DA VA F—=A DI LTRSS,

2.7.2 Licensee shall initiate PED Services by submitting incidents, in English, via the SAP Solution Manager Enterprise Edition in accordance with
SAP’s then current incident processing log in procedure containing the relevant details and then contacting the Product Engineer and providing the
applicable incident number in which the Product Engineer should take action. PED Services will only apply to: (i) incidents related to the application
components specified in the ActiveAttention Services Scope Document to an Order Form, which are classified by SAP with the shipment status
“unrestricted shipment”; and (ii) incidents related to application component releases which fall into Mainstream Maintenance and/or Extended
Maintenance.

2.7.2 IA4 I —I%, SAP DZDOWETRHITDOA T v MLE o 7 A FIEIZHEV SAP Solution Manager Enterprise Edition Zi U T, B
HIDFEMFH AR LI RGHIC L DA T v bEREL, RIC TGz =7 ) LEEERY, TR D=7 ) BEEEZECILED
HOFET AT FDOA—FERAL LIk, TPED h—v R ZBBT260LT 5, [PED —v 2] X, ATFOHIK L CHEM
Snd, (1) MEXE] x5 TActiveAttention B —ERADRA =TT L XE] [CHR ST 7Y r—yarar R —x b T, SAP
BHATAT— 5 A% “—HH” ENETILOREETLIA T b, KO (1) [AAL VAN —AR T F A RO/ TRERPRSF
P—E R CELTHT TV r—vararfi—xr hO) ) —RZBEET L1 0T v b,

2.7.3 PED Services do not include implementation services or delivery of remote services available under a Support Schedule. In addition, PED
Services do not apply to: i) incidents regarding a release, version and/or functionalities of the Production System application components developed
specifically for Licensee (including, without limitation, those developed by SAP Innovative Business Solutions and/or by SAP subsidiaries); ii) country
versions that are not part of the Production System application components and instead are realized by partner add-ons, enhancements, or
maodifications are expressly excluded even if these country versions were created by SAP or an affiliate of SAP; (iii) the root cause behind the incident
is not a malfunction, but missing functionality (“development request”) or the incident is ascribed to a consulting request.
2.7.3 TPED H—E X (ZiE, [¥FR—=PRF TV a—n] [ZESSHMFTREREAT—E X, 3V £— M—EA0RMEIEENR, SHIT,
[PED $r—t 2 1%, UUFOA Ty Madmflanzy, (1) A4 vy r—HRAICHREENZ [RBEBC AT L) 77V r—vavrarf—
X DY Y =R RN=T g RO/ IIHEEEICRIT A D (SAP Innovative Business Solutions MUY/ XX SAP OF&tHIC K VERR SIS
DEELR, ZhRIZELRAERY) o (1) [RABBIVAT 4] 77U r—vararyR—xXr MIEERT, = b F—07 RAr | 18R, X
BEICRYERINEI A=Y g %, BEEMNA—T a2 3 SAP X SAP OB L o> TER SN GG Th - THIIRBICERI S
%, (ii1) A ¥ T v FOERIZH DWAFE RPN EA TIERL, BigoxmThs b0 (LT TBEREE] ) . XA vy Ty bRardn
T4 RSN T D b O,

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

2.7.4 SAP X, [PED H— v AB4EHE ) 25 4 BRELINIZ, THEXE] 2% 5 [ActiveAttention YV —EAD A a—FIZF 5 30E ) ICREH S
Nz IRBE AT L) 77V r—vararRf—3xr b VAR AOEMBEDEICHH LT, 1 40 BEx L U=7 ] #E0 YT, 2
N5 TG =7 1 X, [PED —t A BRIRLTEHA A M VBB 5 SAP O EOFEFNEA S, YL FEFT BN O AMKB
R, BEEEDOFR 8 B b 6 HETORO 8 BREICOWTIERTREL 725 (BLT TPED H2ERERE) )

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

2.7.5 S —iF, THEXE] 24T 5 lActiveAttention F—ERD R a—F 2T ACE| RS TABEIS AT L] 77U r—
varariR—xr A VAN NVEOMBEDRIZOX, KIELGEE D WM A YE ( [EXE] 12T D [ActiveAttention H—ERAD R
a—FIZET A CE] ICHRE SRR YEAKE ERETS) UUT 94k —0 PED %% ) &, HEH® SAP Customer Center of
Expertise WTHATAHZ ENTE S, T4 I—1F, »hdD 5482 —D PED 4] (XL (94 —n PED 4% 1 HHER
ZEZ BARELN) ~OMRE N E A e AL ORISR (FFICEF A AT FLAKOEHES) 2Rt sb0e45, 91480
—® PED Y F | X, TA B v— 2 RE L THEREBREEZIT I, Y EBREZEH R bbT I ENTES, HREZ5 20T
Ay —OREHFETH, PED ¥—ER | I, FHESN T4 —0 PED 343 IZRE L CifkE 5,

2.7.6 As preparation for delivery of PED Services, Licensee’s PED Contact and the assigned Product Engineer(s) shall jointly perform one mandatory
set-up service for the covered Production System application component and installation combinations. This set-up service will be based upon SAP
standards and documentation.

2.7.6 [PED —bt 2| oL LT, T4 —0 PED 4% LtRBINE Az V=7 1%, HBO (KRB AT L] 77
Vir—varvariR—3x b VAN VOMAEDTICOWNWT, READOERES—E A% | [, HFEATEETLHI>SDOLTDH, ZOFREF—L R
X, SAP OB R OLEIZE S D ET D,
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2.8 SAP Accelerated Incident Management - Basic (“AIM — Basic”) Services.

2.8 SAP Accelerated Incident Management - Basic ( [AIM - Basic] ) ¥—E R

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

2.8.1 SAP 13, MY FHICLZHEHTOMEDOEENRDHLLEERE, %2872 [SAP IA— MK ITEDD, THELE 1) RO HIEE 2)
DA Ty MUBORBELIZE W T T B —a bR — b 5720, BLHIRRCHBER 225 &M H O/FHi 8:30 72 HFk 5:30 £ TOM, SAP
DY R — MANOWTEZ G4 Sy (BUTF [SAP A v T v NEBE ) ) ~OT 7 A&#M#d 5, [SAP 4 U7 NMEHE O
B, NESE) offki2o 6 MELNIZITbhD,

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

2.8.2 TSAP A o7 MERF] X, UTaRMds, (1) MEEE 1) RO TEEE 2) O 2T MHT 24 07 MEER TR
B, (1) BIRSNLEVATLAOTRTOA Ty MEREILBT 274y —0Af o7 v MRROBIMEE, (i) 41 37 v bME
BFREDOT L NRT—=A by vay, N (iv) 748 —DA T v MRLOFERDIZ DI 7/(Jz.//~kﬁ O EMIZR ) B — 2.

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

2.8.3 MMA T, SAP 1%, [HEE 1) DAL T U T, T4V —NEELEEEBYE CIT (42 —H4E] ) LY E— FTHE
EATo720 . ZTOXEEATD 72T, SAP OV AR — MEFEN CTErREEE N XHETE 2 X 91235, faEARE S Ok, MERE
1 DAY Ty MIBWTXEINZTA B o —0FGEOK 1 RRZICITbN ., T SN EHARE BRI, (/480 —0Y
#FPMATE, ROVWTR N RHIORAETHEERET S (1) TEEE 1) OF v F v FOMRUIERR, (1) /r:/‘/%“yk@{f%%
FELoovo, MBI 1] DAOERE L~ L~05& T, UL (i11) BRI SAP OEYEOEE/HEL Z &0, MEEFICLDIAH.

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

2.8.4 TAIM - Basic H—v &) 1%, ECE) 12615 lActiveAttention ' —E 2D A a— 7245 E] ICHE SN, [BESNT-AH
BOTA =D A= EV AT A ID  (SID) OMHEDLE, KO/ XX TSAP 770 R —ER] &A VA MLV OMBEDEIZON
TOHRBEIND, TA LUV —DF—DA VA b —/WZEIS T RTOREE SID 23, AEKIZE-S< TAIM - Basic ¥—ER] OXRTHD
T4 —DA A =)L SID OAEDLEICEER W RITER LR, T A 'L —IL, SAP Note 2649568 (ZFE#iS 7z SAP [ 5
U =B R ] IZOWT, TAIM - Basic ¥ —E ] 2&ERT LI LNTED,

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

2.8.5 A4 —id, kR 3 ADKEE %ﬁéﬁ%&ﬁ%%(MTfﬁftyy/¢>MME%%J>%%%Té’kﬁT%5 T4 V—
F. 2D T4 v—0 AN HYFE ] ~OWEREAATREZR, WERKEOFHMIEHR (FHIEFA—AT FLAROEFES) 2T 2b0 L
éofMM*Mﬂc%—EZJﬁ\ﬁﬁéﬂtT74t/v~ﬂ)MMﬁé%Jummbfﬁ@éﬂéo

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

2.8.6 TAIM - Basic $—E 2| OERMPEOUERDZDHIZ, [T 48— AIM Y45 LEMENTZ [SAP A > F 2 MEEE ] (X, HEo
Ty N7y 7 UVE—MREALET 1 BIERTLIHO LT D,

2.9 SAP Baseline Support for Innovative Business Solutions (“IDP Support”). IDP Support provides incident handling support services as
described in the Exhibit 1 attached hereto for all Features delivered to, and accepted by Licensee, under an SAP Innovative Business Solutions
Development Scope Document(s) under an Order Form or a Statement(s) of Work (SOWSs) specified in an ActiveAttention Services Scope Document
to an Order Form (“IDP Support Eligible Scope Document(s) or SOW(s)") excluding software to which special support agreements apply (which
includes, but is not limited to, SAP Enterprise Support or SAP Product Support for Large Enterprises).
2.9 Innovative Business Solutions {ZX{% % SAP X—ZXZ A ¥R —1 ( [IDP FHR—1]) MIDP HAR— b Tk, NEXFE] &5
[SAP Innovative Business Solutions BRFD 2o — I+ 530E) | T MHECE] 12645 lActiveAttention —E 2D A a—F 4
L3cE ISR ESN TEERME  (SoW)  ( TIDP PR — MlEikg O 2 2 — AT % 3CEL SOV ) 2RSSV TIA o v—citfiah, %
FANLNTETRTO [HERE] 2o\ T, RECIRM S TR 1) ICREET L2407 v MUEOT R — b —e 23 gftan s, 72720
Bpl e AR — RN EHAENS Y 7 by =7 (22X, SAP Enterprise Support. X% SAP Product Support for Large Enterprises % &
:m%n@%&w)%%@

3. Engagement Management.

3. TUF—VAVIOEHE
3.1 Each party shall designate an Engagement Manager. SAP’s Engagement Manager will be the assigned FTQM. Licensee’s Engagement
Manager will be English speaking and empowered to make necessary decisions for Licensee or bring about such decision without undue delay.
Such Engagement Managers shall cooperate closely with each other to administer the terms of the Agreement. ActiveAttention Services performed
by the assigned SAP resources will be coordinated with Licensee’s Engagement Manager
3.1 HYFEFL, =/ —VRAU 3 —Vry—] ZFATLI2bDLT D, SAP O [ 5=V R0 b=y —] X, BBEINE FTQM &
T5, 748 y—0 [0 F—=VA 0 b3 —Ur— ] 3, BEENFEE T, T80 v —%2RER L TRERERRELTT I, UREHREE
B bbTENTEDL, REZG2ONEEHEET D, 1D T =V A b=V v —] 13, BEWZERICH ) LT TRZEK)
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OFEBGEELTLIHDOETDH, BBINT SAP U Y —RZX> TEITENDTXTOD [ActiveAttention P —EX| [ZONWTIL, TFA/ BV —
DNy F—=T A IR =Ty —] LPEETILD LTS,

3.2 In addition, the parties shall conduct regular executive meetings during the term of ActiveAttention Services (“Executive Meetings”). Such
Executive Meetings will occur no less than once per quarter at times and dates mutually agreed to by the parties. The purpose of such Executive
Meetings is to review, discuss and mutually agree if further measures are required to achieve the purposes of the ActiveAttention Services based on
the then current ActiveAttention Services status. Each meeting will include a status report on progress in the key focus areas, including, but not
limited to, the following:
3.2 F7o. [lActiveAttention H—E 2] OWIMPF, WYHFF L, EHNICRBESHLBAR T2 0L TE U (2787747 I—T 4
7)) o in% (28I T 47 I—=T 47 1F, MYFEEFICLI>THAILAESNDRMER AT, Db 1 FERT D,
PnD 28T 47— 407 ORMIE. TORETERFO [ActiveAttention ¥ —E R ] OIRMITIESN T, [ActiveAttention V—
ER] OHMEZERT L7200 HRDRPLENE O EEE, ML T, MADAEERREZITI e ThHD, H#I—T 47 TiE, KEE
S OHEPR U AT HRMBEEZIT IO LT, ZIUUILLTITREEN DR, TNHIZRE ST,
. 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
. BEIN-EEGSRSE ., KPI, &K MActiveAttention —E R | = F— A "EHE & OHERIZEIT S, TActiveAttention H—1t
| Fa s T AOMEPAR O TN
. Identification of risks and/or delays that may jeopardize the performance of Licensee’s SAP Software solution including risk mitigation
recommendations
s TABYY—D SAP VYT RUT] YV a—valrORT v U RAERGERICSLTRNDOS D ) A7 RO/ ITBIEDORE (VR
WD 7= b DHELTEIH A 5 T0)
. Implementation of recommendations
« HRERHOE
. Discussion of open issues and any change requests from either party
o WTIDD Y HF D D ORI O BYE K O HERIZBE 3 2 ik
. Relevant details regarding project organization and planning
o TuV=g N OBEROFHEITEE T2 BEERE i E

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

=T AT OREEE, SAP O T2 =V A hv =Ty —] BMERL, T4 BV V=D [ 5=V A0 bR —U v —] [Tk L TR
HEZTHLDET D, DL BEEOZEEG 30 BEAUMNIZ, A4y —0 [ F—I 20 v Fursnvrz—Yv— B, @ilEco
WTEMER R AR ERZRET 22 L1280, FEICE > THREFICRBFELERZD I LV RD TG, BEREFI T - L v ER
INTZbDERIRIND, WYFEIL, WECH L THEFOLEEROMREZKY | EBROTRERD 2 DIEERERITT 20D LT 5,

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

3.3SAP 75T RDHNRF R T4 — SAP Preferred Care, cloud edition, &KUY/ X% SAP Preferred Success, cloud edition ¥
TAI YT ariiToTn e, PR— =X 28— (SFMGET TSAP 770 R —ERZT 2 R—FR) —) ICERSNT
W3) 2. TActiveAttention H—tE R OHJMEIHAFNT SAP Preferred Care, cloud edition., KUY/ XX SAP Preferred Success, cloud
edition DY T A7 VT arzT 4y —N T 2R RZF 3 FKICEEHT 5 TctiveAttention h—E R | DU F—T X NEHAT AN
FrRHBANEND [Thbh, [Z/¥s 747 I—FT 47 ) KBML, BESNE [mo P =V R0 h~F—Vx—] LEOIEEE T
5L,

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

34 MY FZFIIZIIKE, T4y —DE=ZF0arILT 47— rF— (LT 9480y =0 =) —1 ) ophn, @
lActiveAttention Y —ERA] U =T A FDOFEDTE S TRAIRTH D ZEICEET D, T4V I—IF, 202D T4V —DR— |
F—1 B, T4 —OEL, 2D ASD, KOV TEXE] IZHT D TActiveAttention H—ERADRAa—ICBIF530FE] #@5FL, SAP A
? ASD J Q¥ THESCE) ICxbd % TActiveAttention H—EADRAa—FICT 23 EH) LRSS BHORELZIBITTE DL 91T, SAP DA
M7 G D EEFEIZNE - T SAP IZH 1T 2 L 51T b DET 5,

4. Licensee Requirements.

4. FARVIV—OEH
4.1 To receive ActiveAttention Services under an Order Form, Licensee must: (i) continue to pay all support fees (i.e.; Enterprise Support Fees, or
Product Support for Large Enterprises Fees) under the License Agreement; and (ii) otherwise fulfill its obligations under the License Agreement, GTC,
the Order Form, and the ActiveAttention Services Scope Document. Licensee shall have installed, configured and be using an SAP Solution Manager
Enterprise Edition system in accordance with the Support Schedule, as SAP Solution Manager Enterprise Edition is the service delivery platform for
documenting Top Issues, core business processes and critical system information. Licensee shall provide remote connectivity and data access in
accordance with the Support Schedule.
4.1 TESCE) 1HSE& TActiveAttention —E R 2ZIFHEOITIF, T4 B v—id, (1) TMEAMEFHERG) CESLTXTOFE— |
£t4 (4725, [Enterprise Support #£44:] XX [Product Support for Large Enterprises £t&] ) OXfAWZfkfd 5 & & bic, (i) %
O, THEAMEFFRERK) . GTC,  TE3TE ] . RO TActiveAttention S —EADRAa—FIZMHT530E | TS HHOEBZEIT LT
b, A48y —i, [HR—=FMAHZ T 2—1] [ZfEV, SAP Solution Manager Enterprise Edition Y AT L&A VA R—/L L, RE
L, oL TWAH0ET 5, Zid, SAP Solution Manager Enterprise Edition 7%, [RKEEHRE| . 2 7R ATt AKORAIK
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RYVAT MMERELENT D, VY—ERET T v b7+ —LTHDIOTHD, Ay —i%, [PR—=FAFVa—)b] [>T, VE—
MEGR T — 427 7 2%t 380L 425,

5. General Provisions.

5. —M¥FIE
5.1 The assigned Embedded Resources will be entitled to their normal annual vacation leave as set forth in their employment contract with SAP or
other SAP Affiliate company.
5.1 FlJ® S7z [Embedded U Y — A%, SAP X2 Dfthd SAP Bt & O ST E ® 2 il O FRKIBRIZ 3T 3~ D HERR & B9 5,

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

5.2 BhRMLaAI 2= — g VEREICT S0, WS FEHIL, TActiveAttention H—EA| BT I OOZTEHEELEFELTHZ LICH
BT %, fllx @ lActiveAttention Yr—E A | (BRI 2 BHEEHIT, JEET SAP U Y —RICRET 2 DL T2,

5.3 Licensee agrees and understands that the assigned SAP resources (including the assigned Embedded Resources) may occasionally perform

ActiveAttention Services activities hereunder from an SAP office.

5.3 IA4 kv —id, BEBENT SAP OV Y—X (FJE Sh7- [Embedded U Y —RA| Z&te) 75, SAP OHE¥EF /NS D ASD (2THSL
lActiveAttention ¥— bR OIEEZEMTLLENHHZ EICRAIEL, ZNWETHRT 5,

5.4 The scope of ActiveAttention Services offered by SAP may be changed annually by SAP at any time upon ninety (90) days prior written notice to
reflect the continuing development of SAP Software and technical advances and provided such changes in the scope of ActiveAttention Services are
applied to similarly situated SAP licensees subscribing to ActiveAttention Services in the Territory as defined in the applicable SAP License
Agreement. Inthe event SAP exercises its option to change the scope in accordance with this Section 5.4, and such changes are not acceptable to
Licensee, Licensee is entitled to terminate the ActiveAttention Services Scope Document(s) to any Order Form(s) affected by such scope change(s)
with effect at the expiration of this ninety (90) day period. If Licensee does not terminate within such period, the changes are deemed to be accepted
by Licensee.
5.4 SAP 73#Rft9 % [ActiveAttention ¥ —E R | DA I—TF1E, SAP [V 7 b7 =7 | OMKGAIZRBHZE L O EoEBE 2 R 5729, EmIC
L% 90 HETETO@MIIZLY, £ 1 [0 SAP [T THRERINDHENH D, 722 L. [ActiveAttention $—E R | DAIA—TTHITS
BHOEEN, %Y 2 SAP [EMEFFHFRN ICERSh7z HEERE] WT lActiveAttention B—ERA] DY TR7 VT g a2ffoTD
FRRDALENT TIZH D SAP DT A —IiZxLThH, MHEINDZ La2RME T 5, SAP WARE 5.4 RIS TA a—TEEZ2AT ORI A
ITELIZAIT, YRET 2 T4 B v —WRETERVWEA, A48y —Id, 0D Aa—TERICL > THELZITSH [TEXE] ITHT5
lActiveAttention ¥ —VEADRAa =TT LXE] ZMERT 25 LN TE, ZOMERITLLO 90 AMOW TRICEDT 5, 7148 —n0
FREMIENICHRZ T DR WG S, YA TIETA B v —IC K VIR SN L Al & D,

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

5.5 Bt&ld, T4 By —IZT % 90 ARTE TCORMMICEmC L 2WEICL D, BEIC 1 MEEIND LMD D, SAP MHTRDOFEILITHE- T
BHEAEE AT ) IBPUR 21T L GBI, AAEE T4 BV —RERETERWEES, T4y —E, 20 0ReLEomms 7 A2y v—
28 SAP M BEZFE L4, 30 BUNICER CEMTDE I EICE o T, 2D BHEERIC Kk > TR L2 %5 TEXE] 1K1 % TActiveAttention
P—ERADAT =TT HXEH] ZRT 2 LN TE . ZOMRITLYHOREEHBMA R SNIRFROBEOK TR T D, 714
TN EEHIENICR 2T DR WES . BROBSEF LT oIV A SN hlIn D,

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

5.5 [ActiveAttention #—EAJ X, (i) MEMMHEFTHZEN) ICES TPR—FRF Va2 —) BT LESS, X (1) 4800 —R
Z@ SAP ¥R — bk (SAP Enterprise Support =° SAP Product Support for Large Enterprises 72 &) DY 7 A7 U7 g%, SAP Standard
Support \[ZAEE L7256, TORHEZEHH L LTHKRT T2,
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Exhibit 1
IR 1

SAP Baseline Support for Innovative Business Solutions
Innovative Business Solutions IZXf9 3 SAP XN—R T A P 7R—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 RGN X, FRed 1.3 RICEDDITXTO [H#EE] mid o, AETHMEZE DD Innovative Business Solutions (Zxf9 5 [SAP _X—RXF 1 >
HAR— b ORMFICHEA SN (LT TP AR —r) ) o 72720, $5Bl7e R — 32 (SAP Enterprise Support X% SAP Product Support for
Large Enterprises Z# @ N ZIVHICRES AR DEHAEND Y 7 Fo =7 %<,

1.
1.

Definitions:

pict

1.1 “Base Software”: For the purposes of this Exhibit, the reference to “Base Software” means the SAP Software upon which the installation and use

of the Features depends/operates. Base Software is not licensed under this Exhibit and must be licensed separately.

L1 THEAYZ b y=7) 20 MRk (2R8WT HERY 7 by =7 &id, THEEl OA A=A RUOEM, W ZOBEDEME L 2D
[SAP Y7 N U =T EVD, [EAYTZ =T ik, 20 TR ICESO TS ST, BIREAMTTHEE R D BERDH D,

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

1.2 [HEFHEERA S N 0 20 TR 128\ T TEFEER A > b ik, 3B7E &7z Customer Center of Expertise (LAF [Customer
COEJ ) . Xi MIDP ¥R — b $—ERAZERTHHEREZMGINZT AV —OREEEEV H, Customer COE [ZOWTIE, [¥H— b=z
Va—)b) OBEET 5N SN D, Customer COE BFIHATERWGA, T4 —F SAP IR LT, EFmicky, [P K-k
P REERTHHEREZA G DUEBZIEL LR TER S 0,

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

1.3 THERE) : 2o THIRE) (IR0 T THAE) &%, TVESCE) ISHd 5 ActiveAttention h—EADAa—FIZHT530E] OF 1 FITHdk
@ TIDP HAR— Mk D A a—FIZBT 2 CE L SOV ([ZHSE, TV = SAP OMATLY 7 by =7 dEE, KOZD F¥ =
AVT—=TarEnd,

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

L4 TABBCAT L] 20 [RK] 1280 T TRBEI AT A Lid. THRE) 231 v A b— L SN2 EBMB L A7 AT, l@E OEGHLEIC
HHEN, 74 —DOTF =2 BRERBEIND VAT L EN,

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

L5 TSAP Y7 ho=7 ] 20 TRk (IZ8WT ISAP Y7 by =7 bid, TEAMEFFHRA ([T E SAP 0B T A & o v —ITfE MRS
ENDHZTRTOY 7 vy =T &V,

SAP Baseline Support for Innovative Business Solutions.
SAP Innovative Business Solutions X—RF A P R—}
2.1 IDP Support provided under this Exhibit is limited to the Features delivered to, and accepted by Licensee, under the IDP Support Eligible Scope
Document(s) or SOW(s) listed in a ActiveAttention Services Scope Document to an Order Form. IDP Support services support the functionality of
the Features with the releases of Base Software and in the information technology (“IT”) environment as defined under the res pective IDP Support
Eligible Scope Document(s) or SOW(s) and in its associated documentation. IDP Support for those IDP Support Eligible Scope Document(s) or
SOW(s) where Licensee’s acceptance of the Features will occur during the ActiveAttention Services Term of an ActiveAttention Services Scope
Document to an Order Form, shall commence as of the first day of the month following Licensee’s execution of an amendment to the Order Form
activating IDP Support pursuant to Section 3 of an ActiveAttention Services Scope Document to an Order Form. All other SAP Software licensed by
Licensee under the License Agreement is explicitly excluded from the IDP Support services provided under this Exhibit.
2.1 2o THHE) (ICHS &Rt En D TIDP YR — by 1%, s 108495 lActiveAttention Hr—EADA a—7ICB$ 2 30E ) ICRIED
[DP H7R— bk D A 32— 2B 2 XL SOW) ([CESE T A Brv—ictsi, 71—z Ani e cBRons, [1DP
YR—b] O —v2iE, BEEAYZ T =7) OV Y —2%ME5 T OfiEx. @ilo TIDP YR — MEEO X 2 — 7B 5 3033
SOW) MO DB R o A T — 3 a VED 2HHREAN ( T1T) ) BREICBWTYHR— M5, THEXE] (ST 25 TActiveAttention P —
EADAa—TI1ZT 5 CE] O ThctiveAttention Y—EAHM ) FIlcT Ay —Iick D THHE] OERMTbON DA, [IDP SR — i
oA —7ZBT 5 XEXIT SOV (92 TP ¥ A-— ) idk, HEXE] OECTIABrvy—R84A L, EXE] 28T 5
lctiveAttention ¥ —EADA a—TIZHFHXE] OF 3 KIS T [P R — ) BEMEENZEAO 1| Brothsh s, TEH
MERFRER) ICRRSE T A B v — B HMETFEEZT 22 0MOTXTO [SAP Y7 by =7 i, 20 (B kS #fgtah s op 4
A—bh] P—E2ANLHRIIERA SRS,

2.2 IDP Support is provided during IDP Support Office Time and includes the following:
2.2 TIDP HA—bhJ iE, TIDP ¥AR— MEHERERH AICREtSh, IR EERD,
» Incident handling by SAP for problems related to the Features
o TERRE) [CBET DT D, SAP ITXk DA T ML
» Coding corrections or patches (such as altered programs not reproducing the referenced malfunction), or workaround solutions or action
plans
s AT A4V DEERLIINYy T (GASNEAREEPRERINRVEE T 0 s T 2 L) | XBRBEFEE LIEZT 27 va 7w
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* Support packages for Features - correction packages to reduce the effort of implementing single corrections or changes to existing
functionality. This is not applicable in cases where the Features are or have been developed on Licensee’s non-Production System.

o THERE) OYAR— IRy — H—DEEOFEEELZWO T2ODEIE Sy 7 —y IBEFOMREICK T2 LT, Zhid, HEE)
NIAvrv—n HERBEY A7 A CTHRIESND, I S8 HE S e,

2.3 For daily operation and cooperation for support-related issues associated with IDP Support, SAP will name a contact person for Licensee within
SAP's Innovative Business Solutions organization (the “IDP Support Delivery Manager”). The IDP Support Delivery Manager will perform the following
tasks as it relates to the delivery of IDP Support for the Features:
2.3 TIDP HF— b ICAHRET 2 D8 — S BE IS DWW C B #IICTEE L O 24T 9 72812, SAP X, SAP @ Innovative Business
Solutions #FKNT, 7A v —HOBMKMYFLEAT D LT [P ¥R — 7 I ANV =<2 =¥ —] ) , [IDP #FR—FrTFTUANY—<
=Ty —] &, THERE) k92 TIDP ¥R — b OREHIBIET 235610, ROEEEZTTI,
« Setup and management of the Licensee's incident component and associated incident queue(s).
¢« TARLV—DA LT T U b Ay R FROBEET A VT bR a =Dy M7y S ROER
* Manage SAP Innovative Business Solutions internal support team assigned to provide IDP Support hereunder.
o RFFNIESNT TIDP YR — b | T 572 0I1ZFEJ8 S 7= SAP Innovative Business Solutions O#EWNFAR— hF— L DEH
» 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
+  TActiveAttention H—bE 2| = F = A bD [ —EARGHR—-LFF ] @ [P $HR— k| ICHEEST S, 48T 5
[ActiveAttention H—E A OFFER O AANIZE TS TAM OV HR— K
» 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
« [lActiveAttention H—bE 2] = F =YX hD [H—ERARRIR— T T ) IZHAEANGNT TIDP YR — ] (B L7z,
[ActiveAttention F—EZX] O 7y =7 FL~ULTOH, £ —ERADRMOFK IZBIT S TQM OV FR— K
» Participate in the Executive Meetings on topics related to IDP Support (e.g.; report on Licensee's incidents, provide status on deliveries of
ActiveAttention Services related to IDP Support)
« TIDP ¥AR—b) CHEFTIMEERDS (27 EIT 4T I—=TFT 427 ~OBM (G2l 2iE. T4 vy—DA( o7 v MIBET 2%
. TIDP HAR— b 1CBHE#4 % [lActiveAttention B —E R | OFALIZEET AR OEE R E)

3. Licensee Prerequisites. In order to receive IDP Support services as described in this Exhibit, Licensee shall fulfill the following requirements:

3. ZAB v —oRiRESE o MBI ICREHET S TIDP YR — b OV —ERE2ZF 27202, 714 vrv—id, ROBEHEHLTbOLT
%,
3.1 Fulffill its obligations under this Exhibit, the Order Form and the Agreement.
3.1 Zoo THURE) . MEXE] | RO TARK) (WS ABLOEFZRITT D,

3.2 Transmit all incidents to SAP in English via SAP’s then current support infrastructure as made available to Licensee under the Support Schedule
using the incident-component provided by SAP in writing upon acceptance of the applicable Features. Licensee’s failure to assign an incident
concerning the Features to the correct incident component may delay SAP’s response to the incident while SAP determines and makes the
appropriate assignment. Licensee understands and acknowledges that SAP normally has to translate incident(s) that are not in English before it can
process the incident(s), which adds to the time needed to process the incident.

3.2 WD THEfE] OZHEMHC SAP MOEmMCIRMSNIZA VYT havR—Fx hEHEAL T, PR ATV a—)L] 1ZHERSETA
UV —ICRES N E DR R TR A SHER SAP OV R— VT TFARNT I Fx—%5 LT, T_XTDA 7T MEIFET SAP (ZiEfF
T5, T4 =R, THRE] IS 20T v ha, WIERA YTy ha v BR—3 0 MCEIV S THZ LN TE o251, SAP
WY REND M TERHW LETT LM, AT v MxT 2 SAP DIRBERBET 25603 H D, RETENNLTVRNA T T MIDNT
IE. SAP (TE., UEEA VTV MERER LB TR WEZOLILEZIT S Z LR TE T, A o7 v bOLIIZET HEMA RS < EHR &2 D
ZlE, IARVUIETMRL, ZRICHET D,

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

3.3 IABY—E A VITUIMNREDEIITELTErERLET DD L L, HARICE-TIE, £0A 37 v PEFEIELRTITR B0,
TABYU—IE, SAP ICRDA T hOSGHICE L, SAP 1K D TIDP ¥ AR— 1] +—EREZWFT 20 L L, LERGEIE. ZOHB
DIZDITTA B —AHOWEBLRET 2D LT D,

3.4 Licensee shall classify each incident in the Features or related documentation in accordance with SAP Note 67739.
3.4 A —IF. SAP Note 67739 It~ T. [HERE] UIBET D RF 2 AT —2a b NOENENDA LT v NS ET LD LT
Do

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

3.5 T4V —IE, AV TT YV NOSWHTESDAEEOH D, T4 B v —IC LD LT A B v — DR DI B S i e Ok ( [
IE)] X 7 RAY) 7el) ([CB#THXHEDTXTE, SAP ICTRIELZRFER 6220, T4y U—TE, 202 RE K OIRRIZ OV T
Bl ORcH DL E R L. RERGAIE. TROICHT 27 7 B AMEZ SAP IG5 LT hide b,

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

3.6 T4 —id, 20 RG] (SN T, THERE) ICxF LT SAP oSN a—F ¢V 7EIE, Ny T, BT, hR— bRy r—
VLR THA LA b,

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

3.7 A4 v—ix, TIDP ¥R —}F] $—bER22ZT57-DI2. BEOARL—T 4 VTV AT ARONT —FR—=ZAFZ LD FHLVWN—T g (T
T T VL—FRTEIENBELRIGEEND D,
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Changes to Licensee Information; Audit. Licensee undertakes to inform SAP without undue delay of any changes to Licensee’s installations of
Features and all other information relevant to the use of the Features. To check compliance with the terms of this Exhibit, SAP shall be entitled to
periodically monitor the correctness of the information Licensee provided.

FGABL—DIEROEE, BBE T4 v—d, T4y —0 TRl OA VA M—/VAESL, TOfM TRE] OFRICEET 53X To
THROLEE 2, Bl < SAP ITBHT D2 E2KRT D, 20 MBI ORMGOET 2RI 272912, SAP X, T4 oo =R 51
DIEMMEEZ EHINTER T2 LN TEL2 D ET 5,

Additional Terms and Conditions.

NI S

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

5.1 AFFNCHES L TIDP YR — by i, THEAE] 234 TIDP WA — Mk O 2 2 — B9 5 X RIT SOV ITHEASWTT A B r—offits
NEGEIT, 748y —0 BERBEIV AT L) I L TRt SN D, GEMRFERICE D, 2o 20 TR OZ0MmOT X TORESEMN%
ZRLCT, 748 v—iF, TIDP HR— ] OfFEZEREICRDY MOT7 A2 v—0 [FEABE AT L) (535 [P R — ) o
BT HILNTEDLHDL L, SAP FENICHET 256013 H 5, #iirhrbo 3, #itZid NP R—r) 285D TAKE 2T
L) WCHEAT I, WICTA BB HEMTA D BIETH D,

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

5.2 AR TIDP HAR— Mk D 2 a3 — A 2T 5CEXT SOW] ITESXE=2Y 7 7 =7 SAP LSOV T T =7) % SAP BTt
IR B IEAIE. BAERNCEREIC L VABE LEZBAEZBRE, SAP X, 20 AFHE=FY 7 b = 7 LTCIE TIDP R — b &2t L 72
Wb L35,

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

5.3 TIDP HaR— b T TEFEMEHR A > b OZICH L TREc S, TEEEERA > b3, 20 Thilfk) 25545835 TEiE) of 1 A
Fl—a Y R— F LRTHIRR SR,

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

5.4 TIDP HA— b i3, [HEAYZ b =T O ALV RN =LA TF U Al XL HERRSTFA VTV A (G480 —0 HERRST
AT FUR] BHLUAAEES) ()2 #E%. www. support. sap. com/releasestrategy (Zi0# D [SAP Release Strategy| LEIZED Hi
TW2) O THERBIZ, BEINICKTT 20T 5,

5.5 Fee(s) are subject to change: a) in the case of fixed fee IDP Support Eligible Scope Document(s) or SOW(s) for the development of Features
receiving IDP Support hereunder, to reflect changes in the development fees for the Features receiving IDP Support under the applicable IDP Support
Eligible Scope Document(s) or SOW(s); or b) in the case of time and materials IDP Support Eligible Scope Document(s) or SOW(s) for the
development of Features receiving IDP Support hereunder, to reflect a revised calculation of the Fee based on the total development fees (including
travel and expenses) paid by Licensee to SAP for the Features receiving IDP Support under the applicable IDP Support Eligible Scope Document(s)
or SOW(s) during the term of the applicable IDP Support Eligible Scope Document(s) or SOW(s).

5.5 [BE] (I, a) AFIZHESE TIDP HR— ) 252025 THRE) oOBFEICBL T, [IDP H AR — MEK D2 2 =AY 5 30FE L SoW) T
BEEREEEDLGE. %L T 5 TIDP YR — Ml D2 73— FICB$ 5 30EUT SOW) [ZHESE TIDP AR — b 2% 2 THEE OBk
DEF LIRS D701, XiE b) AFEICHESE IDP AR — 1) 22132 THRE] OBREICEL T, TP ¥ R— Mtk D 22— 72T 5 X
FXT SO TEELWZEDLELE. %42 [P VA — Mk 2 = =B 23CEFT Sow) o TR B [@ [P AR — Mk o
A A= D 3CERIL SOW) (ZHES & TIDP ¥ AR— b 2% 5 HERE) ([COWT T A Brvr—nb SAP ICX LTEdhbie, aatBisekhée
O/ et 2 ate) 2S5 T ORMEOEEZKIT 272012, ZHESNLIBE13H D,
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