SAP ACTIVEATTENTION SERVICES DESCRIPTION
(“ASD”)

SAP ActiveAttention Services may provide professional
expertise onsite and/or remotely to assist Customer in
ActiveAttention  engagement  planning, governance,
analysis and identification of potential business
improvement, and advisory on potential architecture
transformation driving continuous business improvement
within Customer’s lines of business and/or to assist
Customer in the handling of orchestration and operations of
Customer's  SAP  solution landscape, supporting
transformation, implementation, upgrade, and operations
projects.

The capitalized terms referred to and not defined herein will
have the same meaning as they are defined in the
Agreement.

1. DEFINITIONS

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.

1.2. “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.

1.3. “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.

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

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

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

b) have a significant business impact on a
Production System.

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.

SAP Embedded Services

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.

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:

SAP Foundation Technical
(“FTQM”) activities:

Quality Manager

a) Understand Customers SAP  Software
solution and business processes

b) Provide advice, guidance, and assistance in
the following areas:
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. Technical risk  management/program
management of complex Customer
Software implementation, upgrade, and
transformation projects

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

. Identification of areas for potential
reduction in Customer's total cost of
operations and potential for the

optimization (i.e., continuous
improvement) of Customers SAP
Software

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

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

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

2.1.2.2. SAP Technical Quality Manager (“TQM”) 2.1.22.
activities:

a) Provide advice, guidance, and assistance with
agreed to focus areas:

. 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)

. Integrated end-to-end application
lifecycle management

. Integration  validation of  complex
Customer solutions

. Operate the SAP solution more efficiently

. Solution availability management,
monitoring, and performance

o Risk mitigation plan(s) for critical
maintenance issues

. Incident reduction and/or avoidance

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

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

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

e) Manage quality gates for selected focus area
projects

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.

SAP Expert Services

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”).

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.

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
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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.

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:

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

b) the required involvement of Customer's

project team members; and

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

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

SAP Expertise on Demand

SAP Expertise on Demand (“EoD” or “EoD
Services”) is a remote service which provides
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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:

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

b) 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”).

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.

SAP shall use commercially reasonable efforts to
fulfill EoD Task requests submitted by Customer,
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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 fulfil 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 On-Call Duty Services

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”).

An SAP On-Call-Duty Services session is:

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

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

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 Service Level Agreement

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.

The following Service Level Agreement (“SLA” or
“SLAs”) commitments will apply to all Customer
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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.

SLA for Initial Response Times:

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.
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.

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.

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
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.

If an action plan is submitted to Customer as a
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2.5.2.5.

2.5.3.

2.5.3.1.

SAP Service Description for SAP ActiveAttention Services KOREAN v.1-2022

Corrective Action, such action plan will include:

a) status of the resolution process;

b) planned next steps, including
responsible SAP resources;

identifying

c) required Customer actions to support the
resolution process;

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

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.

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 Customer; and

b) the status “SAP Proposed Solution” means
SAP has provided a Corrective Action as
outlined herein.

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.

Prerequisites

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

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

b) incidents are submitted by Customer in
English via the SAP Solution Manager
Enterprise Edition system in accordance with
SAP’s then current incident processing log-in
procedure which contain the relevant details
necessary (as specified in SAP Note 16018 or

2.5.2.4.

2.5.2.5.
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2.53.1.
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any future SAP Note which replaces SAP
Note 16018) for SAP to take action on the
reported incident; and

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

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

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

b) Customer makes available for
communications with SAP, 24 hours a day, 7
days a week, an English speaking contact
person with training and knowledge sufficient
to aid in the resolution of the Priority 1
incident consistent with Customer’s
obligations hereunder; and

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

2.5.4. Exclusions 2.5.4.

The following types of Priority 1 incidents are
excluded from the SLAs:

a) incidents regarding a release, version and/or
functionalites  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;

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

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.

2.5.5. Service Level Credit 2.55.

2.5.5.1. SAP shall be deemed to have met its obligations 2.5.5.1.
pursuant to the SLAs as stated above by reacting

SAP Service Description for SAP ActiveAttention Services KOREAN v.1-2022
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2.55.2.

2.6.

SAP Service Description for SAP ActiveAttention Services KOREAN v.1-2022

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
Quatrter.

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:

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

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

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;

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 Quatrter;

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;

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

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.

SAP Root Cause Analysis for Custom Code

2.5.5.2.

2.6.
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2.6.1.

2.6.2.

2.6.3.

2.6.4.

2.7.

2.7.1.

2.7.2.

SAP Service Description for SAP ActiveAttention Services KOREAN v.1-2022

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.

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).

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’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 Premium Service Level Agreement

SAP Premium Service Level Agreement (“PSLA”

r “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.

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
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2.6.3.
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2.7.2.1.

2.7.2.2.
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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.

PSLA for Initial Response Times:

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.

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.

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.

PSLA for Corrective Action Response Time for
Priority 2 Incidents

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
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2.7.2.2.
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for Priority 2”). A" =X|of cHst PSLA™).
X

2.7.2.3. If an action plan is submitted as a Corrective 2723. N8 =X2 dEH: OS e Oss

Action, such action plan will include: ZSSEL|C}

a) status of the resolution process; a) =4 82 T2 M2 AEf

b) planned next steps, including identifying b) SAP Bl =012 H|Et CHs EHA A=l
responsible SAP resources;

c) required Customer actions to support the o EHd silZ Z=2AMA XYS s 120
resolution process; 2BB|OF & KA

d) to the extent possible, planned dates for d) SAP 2| ZX|0f CHsh A=l Z|cq 7[5t
SAP’s actions; and

e) date and time for next status update from e) SAP O] CtZ ME{| YUOIOIE IR % A7
SAP. Subsequent status updates will include 0|& AE| YUOIO|EO: SIIK| 28l

a summary of the actions undertaken so far; N
. x S OF MMHT (= I =
planned next steps; and date and time for Aol thet fer S3a ARE Hhe T

next status update. Ctg &E QOHOolE & S A|ZHO|
&

1

EorE
2.7.2.4. The PSLA for Corrective Action Response Time 2724 SU=% 2 ST AIE =X SE AIZHO| Ozt

for Priority 2 Incidents only refers to that part of the PSLA = 2X| & 0| SAP A X2|&|= AlZHR HE|

processing time when the incident is being AZHeRE] AZE)el EXM =sob Jpg|ZiLch

processed at SAP (“Processing Time”). % A7 b0l = RO "D EA o

Processing Time does not include the time when 12l AlZol= EHEOl "nZ EX" ZE= "SAP

the incident is on status “Customer Action” or Het &F40 MdEfo Jes AMTE ZFE[X

“SAP Proposed Solution”, whereas: RSLLCL o7 M

a) the status “Customer Action” means the a) "M =X MElE EXFEOl oA
incident was handed over to Customer; and MEtE| Qe o|O|sta,

b) the status “SAP Proposed Solution” means b) “SAP Mgt EEM" HEj= SAP It 2 M0
SAP has provided a Corrective Action as FEE AH XA|2 H2HSS oo|jstLCt
outlined herein.

2.7.2.5. The PSLAs for Corrective Action for Priority 2 2725 fU=% 2 SME AE ZX[0] CHE PSLA =
incidents will be deemed met if within 3 business LM+ 2 XA st 3 2RO HE| Azt
days of processing time for Priority 2 incidents: OHO| SAP 7} SHZE KIAME = [ Hote

SAP proposes a solution, a workaround, or an oL} 2O Ro| OMao Ame

action plan; or if Customer agrees to reduce the HetstAL a0l =AEe *dzs +ES

priority level of the incident. st =S/ |2 solet 49 FFEH ARE
ZEELUCL
2.7.3. Prerequisites 273 H¥g =d
2.7.3.1. The PSLAs will only apply when the following 2731. PSLA= =MTO OfoH Gtz Hd =20] SF&
prerequisites are met for incidents: Zoo|or M=}

a) in all cases, except for Root Cause Analysis a) &7 M 26 ¥O| ME AMEA Ee| IO
for Custom Code under Section 2.6 above, st 22 90l 2Mo| ALEZ X ey,
incidents are related to releases of SAP

=K eS| 1dISE o= "
Software which are classified by SAP with the ZRIFOL SAP OlM At Bl= A" dEI2
shipment status “unrestricted shipment”; =&/ SAP AZEQ 0o HE|AQF HTOQ|
AL,
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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

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

2.7.3.2. For Priority 2 incidents, the following additional 2.7.3.2.
prerequisites must be fulfilled by Customer:

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

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

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

2.7.4. Exclusions. 2.7.4.

The following types of incidents are excluded from
the PSLAs:

a) incidents regarding a release, version and/or
functionalites 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;

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

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

SAP Service Description for SAP ActiveAttention Services KOREAN v.1-2022
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2.75.

2.75.1.

2.7.5.2.

SAP Service Description for SAP ActiveAttention Services KOREAN v.1-2022

ascribed to a consulting request.

Service Level Credit

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.

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:

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

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

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;

d) subject to 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;

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

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

g) The PSLC stated in this Section 2.7.5.2 is
Customer’s sole and exclusive remedy with

2.7.5.
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2.8.

2.8.1.

2.8.2.

2.8.3.

2.8.4.

SAP Service Description for SAP ActiveAttention Services KOREAN v.1-2022

respect to any alleged or actual PSLA Failure.

SAP Product Engineer on Demand Services

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:

a) analysis of incidents or issues;
b) issue resolution/workarounds;
c) Dbest practices; and

d) software design.

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.

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:

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
b) incidents related to Production System

application component releases which fall into
Mainstream Maintenance and/or Extended
Maintenance.

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:

a) incidents regarding a release, version and/or
functionalites of the Production System
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2.84.

A PSLA 20|

QuUsn  HjEFE QI

PSLA 20|18 Ho| ==

CHEt 74|

TR X L Ct
SAP Product Engineer on Demand A{H|A

SAP Product Engineer on Demand A{H|A(“PED
MHE|AME EE| PolEX| @= o OF MES
Zoldots Yo tigt =els 7| 2lsH SAP X| &
AXLIOI(“HIFE AXILIo70 HIg Hot
HBHe €7 Ml AYLITE

a) =MHE E= 28 =4

no ro

b) =X ofZH/XHdH

o ZH A

dy A2ZEQo 4A

PED AH|AE ZFEAMO| CHSH ActiveAttention
MH|A =l 2Mo FAIE Y Aad

OfZz|# 0| HZHE P A23t= 1124 Mx|0f

shsto K 2E LIk,

DM B NN A2 S SAP o TA
SxE Mz 219 EXW|HEPSM’N%
9|

£ &9 £ Mzt =  ME
AMX|L|olet AHESID HE omuom =XE
g ZHE H2E MSE2EZM PED
MHIAS  JHAIBLICE. PED AMH|AE  LCHES
=Moot M E LT}

a) SAP O|AM ZEA| HEHE AT+ Sl EAI'E
ot 2hZ= M 0f CHSt ActiveAttention A{H|A

| M0 A= NES

f=Ye;|

= O
O4S2|H0|M HEHES BRUE SR

b) HOAERY  fXEs  WEE ¥
QAE47t  HMBEE  2F AR
IS0l HEHE ajag A
SR

PED AH|AO|E Support BEAMAO 2t O|&

7teet o MHALE @4 MH[A XS0

ot x| LouLIEf £t PED MH|A& CHS
L|C

.

) DAS S8 S NEH 2% A2d
ojZ2AoIM EmHES s, H

17



2.8.5.

2.8.6.

2.8.7.

SAP Service Description for SAP ActiveAttention Services KOREAN v.1-2022

application components developed
specifically for Customer (including, without
limitation, those developed by SAP Innovative
Business  Solutions and/or by SAP
subsidiaries);

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

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.

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”).

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).

As preparation for delivery of PED Services,
Customer's PED Contact and the assigned
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2.9.

2.9.1.

2.9.2.

2.9.3.

SAP Service Description for SAP ActiveAttention Services KOREAN v.1-2022

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.

SAP Accelerated Incident Management (“AlM”)
Services

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.

The SAP Incident Manager provides:

a) incident activity and status monitoring for
Priority 1 and Priority 2 incidents;

b) trend reporting of Customer's incident
situation on all incident priorities of selected
systems;

c) incident management process empowerment
session(s); and

d) periodic remote meetings with Customer to
review the status of Customer incidents.

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:

a) resolution or workaround of the Priority 1
incident;

b) reduction of the incident priority level to a
priority level other than Priority 1; or

c) agreement of the parties to disengage the
assigned SAP individual.
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2.94.

2.95.

2.9.6.

2.9.7.

2.10.

3.1.

SAP Service Description for SAP ActiveAttention Services KOREAN v.1-2022

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

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.

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).

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.

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 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).

ENGAGEMENT MANAGEMENT

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
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3.2.

3.3.

SAP Service Description for SAP ActiveAttention Services KOREAN v.1-2022

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.

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:

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;

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

c) Implementation of recommendations;

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

e) Relevant details regarding
organization and planning.

project

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
confrmed by Customer. The parties shall
cooperate in good faith to resolve any report
change requests and issue final versions for
approval and acceptance.

SAP Cloud Governance

3.2
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If Customer has subscribed to SAP Preferred 11240| SAP Preferred Care Cloud Edition S{/%+=
Care, cloud edition, and/or SAP Preferred SAP Preferred Success Cloud Edition O S5%t
Sut_:cess,_ cloud edition, the Support Experts (as AL XY MEBIKSAP Z2IRE AHA XY
defined in the Support Policy for SAP Cloud - — ot
Services) will be included into the ActiveAttention Aol E2lE)7t ActiveAttention AH|Z~ 7| Zh
Services engagement management governance ¢ J2|1 1740| SAP Preferred Care Cloud
[i.e., participate in Executive Meetings, coordinate Edition /= SAP Preferred Success Cloud

activities with the designated Engagement

£E23 7t £0 HA|=
Manager(s)] described in this Section 3 during the Edition Of oh [t S 2 A 3 =0 PAIE

term of the ActiveAttention Services and for so ActiveAttention AfH|A  AHSF 22| AHHEHAO
long as Customer continues to subscribe to SAP ZSELCHS, Y% 3o &AM XM= A
Preferred Care, cloud edition, and/or SAP DHa|Rtote| BE ]
Preferred Success, cloud edition. = =o el
3.4. The cooperation of any Customer’s third-party 34. Aol M 3 A AEE MEU("nZ otEH")9|
consulting partner(s) (“Customer Partner”) SZE i ActiveAttention AH|A A IS
critical to the success of the individual o3t SHAl QAQIL|CH TZHS [Tt N7 THE 17}
ActiveAttention Service engagements. Customer Mol mol = i, N
shall ensure that such Customer Partner will aAol MY, = ASD, E= EFMO e
comply with Customer’s responsibilities, this ASD ActiveAttention AH|A B2 EME FE5t1
and any ActiveAttention Services Scope SAP 7} 2 ASD 9f TE  grx=Mo| Cffst
Document to an Order Form and will cooperate
. . i i MH|A HQ| BEi L=
with SAP as reasonably requested by SAP in ActiveAttention  MH|~ &%l ZAM0| I2 1
order for SAP to fulfill its obligations under this O|2E O|#st7| sl SAP 7t EtESH Xt
ASD and any ActiveAttention Services Scope HFO|| 2} SAP O] B x=8F= 2 HXRbs|oF ShL|C}.
Document to an Order Form.
4, CUSTOMER REQUIREMENTS 4. a4 an
To receive ActiveAttention Services under an MO et ActiveAttention  MH[AS
Order Form, Customer must: Htop{H L
a) continue to pay all support fees (i.e., a) ctO]MlA Heko 2 2E Support (0
Enterprise Support Fees, or Product Support Enterprise  Support 22 &  Product
for Large Enterprises Fees) under the License
Agreement; Support for Large Enterprises 2&)= A%
X235k,
b) otherwise fulfill its obligations under the by 3 2o =2tojdlA  ASf, GTC, EFA,
License Agreement, GTC, the Order Form, ActiveAttention AfH|A HQ| 2o 2
and the ActiveAttention Services Scope e
Document; and O|FE O|Asljof 5t,
c) provide remote connectivity and data access C uppor = = L
) d t tivity and dat ) Support FMAMO| 2t AA AAD HO[H
in accordance with the Support Schedule. off | A HBHS F|Z3|of SHL|Ct.
5. GENERAL PROVISIONS 5. 2 78
5.1. The assigned Embedded Resources will be cHE AEE o M2 SAP = 7|Ef SAP A EAtet
entitled to their normal annual vacation leave as HZAst 018 Ao HAI= HARO AKX 712
set forth in their employment contract with SAP or o|gst & 9Lt
other SAP Affiliate.
5.2. To ensure efficient communication, the language 5.2 28402 oAaESE P, ActiveAttention
for the delivery of ActiveAttention Services will be MH|A E3EH AR O Atg3%L|CH 744
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5.3.

5.4.

5.5.

5.6.

SAP Service Description for SAP ActiveAttention Services KOREAN v.1-2022

English. Relevant information related to the
individual ActiveAttention Services will be provided
to the SAP resources in English.

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

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 entitted 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.

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.

ActiveAttention Services will terminate effective
the same date as:

a) any termination of the Support Schedule
under the License Agreement; or

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

5.3.

54.

5.5.

5.6.
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Exhibit 1

SAP Baseline Support for Innovative Business

Solutions

SAP Baseline Support for Innovative Business

Solutions

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.

= M&= ofef M 1.3 o FelE 2 7[5
Oish 2 =AMol ZCt KRN HoE Baseline
Support for Innovative Business Solutions("IDP
Support”) MZ0| HEELICE B, £ Support
A 2(SAP Enterprise Support =+ SAP Product
Support for Large Enterprises & 20|
ML= 2ZEQ0= MlgLCh

1. DEFINITIONS 1. &0 B9l

1.1. “Base Software”: For the purposes of this 1.1 "2 AEZE o yRet gdsto 2
Exhibit, the reference to “Base Software” means ATEQO': 7|5 | XK =2 OB A}
the SAP Software upon which the installation and 7|HH0| Tl SAP AZEQ|0{2 o|n|BtL|Ct 7|&
use of the Features depends/operates. Base AmEQOlL 2 MEo| o N
Software is not licensed under this Exhibit and SEEYO= 2 of met Fofe + e
must be licensed separately. HE 2 2IO|MAE FS{of gL|Ct.

1.2. “Customer Communication Point”: For the 1.2. "N AR BYA 2 ek fEcto
purposes of this Exhibit, the reference to olgt Xt = QB E Customer Center of
Cutﬁomer Communication Point” means . a Expertise(“ Customer COE”) HE= IDP Support
certified  Customer Center of Expertise = N L o
(“Customer COE”) or those employees of MBI2E 29" AA0 A= 1A XES
Customer entited to request IDP Support o|0|BtL|Ct. Customer COE 9| Z{ Support

pp

services. For the Customer COE the relevant HM Aol =3 Z=Ho| MEEIL|C} Customer
terms and conditions of the Support Schedule

. ) = 7410 ZH0 MH
apply. If no Customer COE is available, the COEZF 8l &%, 20| IDP Support AfH|~
employees entited to request IDP Support a¥g xH0| UAes HEFS MHLZE SAP 01|
services must be nominated by Customer to SAP X|Hsjjof L},
in writing.

1.3. “Features”: For the purposes of this Exhibit, the 13. "Il 2 HESt IO "I|s"2 LFAO
reference to “Features” means the software or TSt ActiveAttention AMH[A B9 20 SAHE
functionality and its documentation purchased IDP Support XZ 99| 20| mat 10|
from SAP by Customer under the IDP Support - ONat AEO o = o
Eligible Scope Document(s) listed in an SAP 2R FOHR 2ZEHO E= Jls 8 1
ActiveAttention Services Scope Document to an =ME 2lojgtL|ct
Order Form.

1.4. “Production System”: For the purposes of this 14. "23 AM2"Et 2 HEeh #Esie 29
Exhibit, the reference to “Production System” A|AEE 7]50] MAXIE0 QYo EA H=LA
means a live system on which the Features are 2910 AFRE|D TZHO| H|O|E{7} 7|250f Q=
installed, that is used for normal business ool z=o| A|AEIS o|O|BHLIL

— o
operations and where Customer's data is =3 S A -S ofDHT
recorded.
1.5. “SAP Software”: For the purposes of this Exhibit, 1.5. "SAP AZERO" 2 HFof TESI0] "SAP
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the reference to “SAP Software” means all
software licensed by Customer from SAP under
the License Agreement.

—
SAP 2E| BO|MAS HSH B E AmES

olojgtLct.

2. SAP BASELINE SUPPORT EOR INNOVATIVE 2. SAP BASELINE SUPPORT FOR INNOVATIVE
BUSINESS SOLUTIONS BUSINESS SOLUTIONS

2.1 IDP Support provided under this Exhibit is limited 2.1. 2 ®&7o M2t HMSE= IDP Support &
to the Features delivered to, and accepted by HEMO| CHSH  ActiveAttention A{H[A =
Customer, unQer thg IDP Sgpport EI_|g|bIe Sc_ope 2MO| LIS IDP Support MZ | 20|
Document(s) listed in a ActiveAttention Services R oy Limo| T m7Ho| OlAsh O E
Scope Document to an Order Form. IDP Support SIASHO a0 HEE1 DA0] 2t 2=
services support the functionality of the Features 7522 H$HELICL IDP Support AlH|A= Sig
yvifth the_ releasis <|)f Bas(eITS(;ftwarg and in the IDP Support M2 9 24 9 1 A& 2AM0|
information technology (“IT”) environment as X ol & -

! \ o | ™ME EAmT” 74 04| A n =
defined under the respective IDP Support Eligible geld 85 s &30 d2la 7=
Scope Document(s) and in its associated 2TEQY EEl22 7|80l HSSEE
documentation. X| sk C},

2.2. IDP Support for those IDP Support Eligible Scope 2.2. L0l CHeh  ActiveAttention  AMH[Z  #<
Document(s) where Customer’s acceptance of the 2 X 9| ActiveAttention A{H|A 7|ZF =0 1ZHQ|
Featgres will occur durlng the AgtlveAtteqtlon 7158 Q48 = IDP Support M S
Services Term of an ActiveAttention Services - 5t ol Ho L
Scope Document to an Order Form, will = A0l T IDP Support 2| 8, IDP Support =
commence as of the first day of the month SO CHSE  ActiveAttention AMH|A  ®HP
foIIc;\wir(m)gdCuT:tomer’s .exgcutigwpo; an amendment S Mo °|735t0f IDP Support = TAiSt=
to the Order Form activating upport pursuant - N

. . . N HZA OF A TZHo| AMESE CfE2 =

to an ActiveAttention Services Scope Document to SFA B Ao Aol MBE oS E

an Order Form. All other SAP Software licensed RNEE2 718 HAIELCEH 2 2to| A AHefoy hat

by ICulstomelr dun(;iefr theh License Agreement is 0| ZIOJMIAE FESH TE L2 SAP
explicitly excluded from the IDP Support services ATEO0L & K —
. . o ATE = =2 A et N&kls

provided under this Exhibit. o e N IDP
Support MH|A0|M FA|F o= H gL}

2.3. IDP Support is provided during IDP Support Office 23. IDP Support = IDP Support §A2| =57 At
Time and includes the following: =0| M2z Creg =gkl o}

a) Incident handling by SAP for problems related a) 7Zlsdf #EE FHoO Chst sap o EHFH
to the Features; skl
b) Coding corrections or patches (such as by ZE ™ L DX AZ= 2EZ0|
altered programs not reproducing the MHEX| Qe HZAS T2 ) MM Fe
refergnced malfunctlon), or workaround fjS wror g
solutions or action plans; and e e
c) Support packages for Features - correction o 7150l st Support TF|X|: 7|&E 7|50
p.acITages to r?duce the e:‘ort of imtpleme.n?ng TS CHY £XO|L B ZH9le 2dsl= [
single corrections or changes to existing CL a2 = olsl A T =
functionality. This is not applicable in cases E= #aE 2017 92 =% WXL ol=
where the Features are or have been 7150] 19| HI2F A|AHOM JHEE=
developed on Customer's non-Production e e O3 JeE A0 MK
System. N
Y YLt
2.4. For daily operation and cooperation for support- 24. IDP Support of #HE Lo 23 A XA 2H|

related issues associated with IDP Support, SAP

#1288 Q8ll, SAP £ SAP Innovative Business
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will nhame a contact person for Customer within
SAP's Innovative Business Solutions organization
(the “IDP Support Delivery Manager”). The IDP
Support Delivery Manager will perform the
following tasks as it relates to the delivery of IDP
Support for the Features:

Solutions & LHOIM DS @ob HEF BN
g

IDP Support M3 Zz2[x}")E X
Support M& ZE[At= 7|

[

=
o
MEar 2oty ohZar 22 YFE AL

a) Setup and management of the Customer’s a) Mo ENF HZUHEQ #3H FEXNFE 7
incident component and associated incident M Ol 7|
queue(s);

b) Manage SAP Innovative Business Solutions b) & A0 2 IDP Support M2 HYot=
gternal iupportdteam assigned to provide IDP SAP Innovative Business Solutions & Lf

upport hereunder;
> s X9 g 2l

c) Support the TQM in the coordination and c) TQM O| ActiveAttention A{H|A A2k AMH|A
|ncIu§|0n of appropriate ActlveAt_tentlon 9 Support AZ0l IDP Support 9 ZHEE
Services related to IDP Support in the pp— . o HIAZ TBRAF] T
ActiveAttention Services engagement Service HEe ActiveAttention MB|~S ZFHAIZ[A
and Support Plan; ZESEE X[

d) Support the TQM in the coordination of the d) TQM O| ActiveAttention A{H|A 7|k AMH|A
individual servicg delive.ries at .the project 9 Support HE0| Z&El IDP Support o
level for the ActiveAttention Services related ara g ) . A{H| A0 i~
to IDP Support that have been included in the HTE  ActiveAttention 18120 HoH
ActiveAttention Services engagement Service Z2ME £FOM HE MH2A HI2
and Support Plan; and 282 x| ¢

e) Participate in the Executive Meetings on e) IDP Support & FH|0f ot AAT 2|9
topics related.to.IDP Support. (e.g., report on xhd(0f: D240 2XF =1, IDP Support 2
Customer’s incidents, provide status on ahe 5] . . MH[A HZ AR
deliveries of ActiveAttention Services related HEE  ActiveAttention - e °
to IDP Support). HIAD

CUSTOMER PREREQUISITES a7y =4

In order to receive IDP Support services as = "R 7|=F Hep Z0| IDP  Support

described in this Exhibit, Customer shall fulfill the MH|AE Htop{H e 12 Q78 SZ4|0f

following requirements:

L.

a) Fulfill its obligations under this Exhibit, the a) 2 HE EFM W 2 Ao mE oFE
Order Form, and the Agreement. O|sistL|C}

b) Transmit all incidents to SAP in English via by &&H 7|5 Q= Al SAP 7t MEHOZ X&3t
SAP’s then current support infrastructure as 2ZHE TMRAE  0|8310  Support
made available to Customer under the .

MM 2t n240| 0|8 7St SAP EAl

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

A o=zetg S oz 2E 2NES
SAP Of T&gLCh 1Z40| 7|50 Cfst
ZHEES SHE MY d=HE ZEotA|
g B2 SAP 7t HAEst gE2 Hotn
Ste S SAP 2| EXF et TS0l

&l
= 2 QIAL|ct DMe UHiNMozZ

SAP 7t EZMEES MZlsh7| Ho| Folz
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translate incident(s) that are not in English RMEX| US BHAS HAYOF StH 0|2
before it can process the incident(s), which _

. ’ ol EXMAE A2 Qs AZto
adds to the time needed to process the oleh e 12/0 =8¢ ! !
incident. FItEICHE ©2 Olsist o] & QI ggtL|ct.

c) Customer shall describe how the incident ¢ M2 EXNHO| {EA LIEILL=X] HHS|oF
presents itself; in some cases, Customer may StL|CE A0 M2 0240| sigt 2/ FS
have to demonstrate the incident. Customer

o oslor s A OlA | |ICF TZHe
shall help SAP analyze the incident and AlHOHOF 2 = QIFLICE A2 SAP 7t
support SAP’s IDP Support services, if EHEZS 2MSTE &1 SAP IDP Support
necessary, deploying Customer's own MHIAZ x| Ysin, T3t ZHL g3t
employees for these purposes. Bxozm 17 XAlO HYS EQlsof
2=

d) Customer shall classify each incident in the d) 142 SAP Note 67739 Of Mzt 7| E£&
Features or related documentation in oHE 2M U 2 2FES 2230 S Ct.
accordance with SAP Note 67739.

e) Customer must make available to SAP all e) UM A0 oS == NS Q5 FAHE
documents concerning any alterations and BE HA 9 Js "HAO: 22X L=
enhancements (e.g., Modifications or Add-

Cl otadst DE B = gjCt S
Ons) made by or for Customer that may help Of=2)a 2t 2= 2N S e 2HES
in the analysis of the incident. Customer must 245t o =320 2 = Us EME
also keep suitable, up-to-date records of SAP 7} 0|8%+ £ Q=& 3jof StL|Ct nHe
those alterations and enhancements, and give " " " " N
SAP access to them when necessary ’ ot Bt B8 % 7ls S Al #
Mo 2 7|ES RAlotd, ER9 4%

SAP 7} O| & Qg &= AL & B{OF gLCt

f) Customer must apply all coding corrections, f) 142 2 20| M2t SAP 7} M3 2
patches, work around solutions, support AT W, K|, XM, Support 7 |X| S
packages, etc. provided by SAP under this QMak S

- = L
Exhibit to the Features. 7IS0fl HEoHOk L.
g) Customer may be required to upgrade to ) 1742 IDP Support MH[AE HE &= JAEE
9 pp
more recent versions of its operating systems S AN HQ CIO|E{H|O|AZ %Al HFOZ
and databases to receive IDP Support .
cervices. g0 =80 g 4 ALt

4. CHANGES TO CUSTOMER INFORMATION, 4. 074 PE EE, #2A
AUDIT

4.1, Customer undertakes to inform SAP without 4.1. M2 Mol 715 X #HE % 7|5 A8t
undue delay of any changes to Customer’s oEst BE J|EF §EE XA 80| SAP o
installations of Features and all other information otajof BtL|C}.
relevant to the use of the Features.

4.2. To check compliance with the terms of this Exhibit, 4.2. 2 d& 240 oist &5 7S =HASH| 2/,
SAP shall be entitled to periodically monitor the SAP &= 170l H3BT HEO HEMZ
correctness of the information Customer provided. 7Mooz DL EHAS 2~ &Lt

=
5. ADDITIONAL TERMS AND CONDITIONS 5 =4
. . ol & 4 o

5.1. IDP Support hereunder will be provided on 5.1. 7|50l 34 IDP Support X2 Bl A0 2t
Customer’s non-Production System where the DA A HSE= BF & Mo g IDbp
Features were provided to the Customer under the
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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.

Support 7} ol H|2H A|AFO|  CHoH
HMSELILCH EfEe ArR7t A 39 = FF2

4
CHE 2E M =S n2{sto], ne s
Support X3S CH&ISH CHE 102 H|2
A|AERO| CHSH IDP Support =
8% = A2l sAp = oo FoiF
Tl =7ty M3E IDP
Support £ 29 A|AHO0| HE3t= A
o]

n240| THE MYQLCY,

i
=
Okl
els

ol
AN
LT A

5.2. If SAP provides third-party software (non-SAP 5.2 SAP 7} 3@ IDP Support HZ #He| 20| 2t
Software) to Customer under the respective IDP M 3 A AZESQO{(SAP AIZEQ|0{7t Otk
Support I_Ellglble Scope Document(s), SAP shall AZEQO)E DA HIE AL SAP =
not provide IDP Support on such third-party Mo Cra) stolaix| bl BF SICH x

. . [<] PAg—N
software unless otherwise agreed separately in idez =2 2ooHA] ¥= o sie Al 3 A
writing. AZEQ|ofof CHSH IDP  Support AHIAE
MSSHA| k&Lt

5.3. IDP Support is provided exclusively to the 53. IDP Support AH|2= 12 SHFHO| BEHHC =
Customer Communication Point which must Ha3LH M EMFEEe B HEJ HELh|=
support each installation of Features covered by 7|5 0| AX| Z+ztS X|sl{of BHL|C}
this Exhibit.

5.4. IDP Support will end automatically on the same >4 IDP Support = 7|2 AZESLO0 Ot
date as Mainstream Maintenance or Extended HoAET QXEL L= AR SX|Ep 0|
Maintenance (provided Customer has subscribed ol &t SX| 520 Jpelst Hoysl et
to Extended Maintenance) (as such terms are L
defined in SAP’s Release Strategy document at &0{= htp://support.sap.com/releasestrateqy 2|
http://support.sap.com/releasestrateqy) for the SAP EZ|A HEF EM0| Holk(of ) SELL}
Base Software ends. Zolst Lgo| AHEo 2 =R EL|C}

5.5. Fee(s) are subject to change: 5.5. 2F2 OIS0 42 420 HEE = ASLTH

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

a) & EAMO| w2t IDP Support & & 7ls
JHol  ChHelf 1 Qg0 751%5% IDP

EH

[

=Ael F2, o3 IDP
Support EA‘|01| w2t IDP
Support £ = 7l NE Q= HES
gtEst| fIsl, E=

Support &4

O

XA EH
= [=]

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).

b) 2 EAMO0| M2t IDP Support € = 7l&
JHofl cist All A *E [(T&M) IDP Support
HA He Z2Mo 4%, &3 IDP Support

O

of

M7 99l 2H9 A% Y12 F BE DP

Support X2z ®® A0 2t IDP
Support% 2= 7|50 CHs{f 2280| SAP O
X2t HAl HE (B8 A gH Zghs

=1
= [=]
JFEOR B 93 AM WY HYT| 9o
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