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

SAPd

OMUCAHUE YCNYT SAP ACTIVEATTENTION SERVICES
(«ASD»)

Yecnyrm  SAP  ActiveAttention  moryT  npegycmartpvBathb
npepocTaeneHne npodeccnoHanbHbIX 3KCNEPTHbLIX YCAyr Ha
obbekTax n/unu B yaaneHHoM pexume Ansa coaencTams 3akasuuky
(nanee no Tekcty «KnumeHT») B MMaHWpOBaHWM yCnyr
ActiveAttention,  ynpaeneHun, aHanuse 1 onpepeneHun
BO3MOXHOCTEN COBEpLUEHCTBOBaHWA Ou3Heca, a Takke Ans
NpoOBEeAEHUA KOHCYNbTauMin Mo BO3MOXHOMY Npeobpas3oBaHMio
apXUTEKTYpbI C Lenblo nomoyb KnneHty obecneuntb NocTosHHOE
coBeplUeHcTBoBaHMe 6Ou3Heca B ob6nactv cneuvanusaumm
KnueHta w/vnn okasaTb NOMOLWb B aAMUHUCTPUPOBaHUMA W
akcnnyatauumn pewerHun SAP KnveHTa, cogenctsysa peanusaumm
NpoekToB  npeobpasoBaHWs,  BHeEApPEeHWs,  MOoLepHuU3auuu,
3KCMNyaTauMOHHbIX U MHHOBALMOHHBLIX MPOEKTOB.

Bce TEPMUHbI, HanunCaHHble C 3arnaBHon 6yKBbI n He
onpegeneHHble B HacTodAweM [OOKyMeHTe, yI'IOTpe6J'IFII'OTCF| B
3Ha4YeHUNAX, YCTAaHOBJIEHHbIX B CornaweHuu.

1. OMPEOENEHUA
1.1. TepmuH «KaneHngapHbIn KBapTan» Oo3Havaet
TpPeEXMeCcsaYHbI nepuog, 3asepwatowmmnca 31 mapta, 30
mioHss, 30 ceHTabpa u 31 pekabpa B Kaxaowm
paccmatpuBaeMoM KarieH4apHOM rofy.

1.2. TepmuH «MecTHOoe paGoyee BpeMsi» 0O3Ha4vaeT
0ObluHbIe Yackl paboTbl (¢ 8:00 oo 18:00) B 0ObIYHbIE
pabouve [HuW, ucKnoYas odumumnanbHble NpasgHUKKY,
OeNCTByOlLME B 3apeructpupoBaHHoM odmce SAP.
UcknountenbHo B oTHOWeHun CornaweHns o6 ypoBHe
cepeuca SAP u/vnu Cornawenusi o6 ypoBHe cepBuca
SAP Premium, onpegeneHve KOTOpbiM AdaeTcs B
HacTosiLeM [OOKyMeHTe, obe CTOpOHbl MOryT BblbpaTb
OPpYroh  3apermcTpMpoBaHHbii  0PUC  OAHOMO U3
AddunupoBaHHeix nmy  SAP  gna  onpepeneHus
MecTHoro paboyero BpemMeHu.

1.3. TepmnH «OOblyHOe paboyee Bpemsi» O3HA4aeT
BocbMuyacoson nepuog ¢ 06:00 po 20:00 c
noHedenbHVKa MO MNATHULY BKITKOYMTENBHO  KpoMe
crny4aes, KOorga MHoe CornacoBaHO CTOPOHaMM.

1.4. TepmuH «lMpoaykTuBHasn cucrtemar» O3Ha4vaeTt
aencTeytowyto cucteMmy SAP, koTopas ncnonb3dyeTca aons
obecneyeHuns OnepaTMBHO-XO3SINCTBEHHOW
aesarenbHocTu KnneHTa 1 B KOTOPYHO 3anMCbIBAOTCSA €ro
OaHHble.

15. TepmuH «lMpunoxeHune o nopAaepxke» O3HavaeT
npunoxexHne (OOWwue ycrnoBusi OKasaHWst YCNyr) K
JIMueH3noHHOMY  JOroBopy, CoAep)kallee  YCrnoBust
oKasaHus ycnyr noaaepXku (ycrnyr no COnpoBOXAEHWIO)
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Enterprises) that is in force for the Software licensed
under the License Agreement.

“Top-Issue” 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 2.1.2.

Embedded Resource(s) will comprise one or any

1.6.

2.1.

2.1.1.

SAP (7. e. ycnyr SAP Standard Support, SAP Enterprise
Support unu SAP Product Support for Large Enterprises)
M pgencteylolwlee B OTHoweHwn  [porpammHoro
obecneveHus, npenocTaBneHHOro no JlnMueHsnoHHomy
OOroBopy.

TepMuH «Kputunynas npobnema» Oo3Havaet
BbISABNEHHYIO npobnemy wwunu cbol, Ans KoTopbixX
KnueHTt n SAP no cornacoBaHuto onpeaensoT npuoputeT
B COOTBETCTBUM CO cTaHAapTamu SAP 1 koTopble

a) CcTaBaT nod  Yrposdy  MpOAYKTMBHBIM  3anyck
npeanpoayKTUBHOW CUCTEMbI UK

b) okasbiBatoT 3Ha4nUTENbLHOE BrnsiHne Ha
MpoOyKTUBHYIO CUCTEMY MPU BbIMNONHEHUN Ou3Hec-
onepaumn.

YCIYITU SAP ACTIVEATTENTION

SAP npepoctaBnger TOonmbko Te Ycnyrm  SAP

ActiveAttention («Ycnyrn ActiveAttention»), koTopble
ykasaHbl B npunaraemom k [lorosopy OnncaHum o6bema
yenyr ActiveAttention, cogepxallem CCbINiky Ha AaHHoe
Onucanne ycnyr  ActiveAttention. Ycnyru  SAP
MaxAttention Bknto4aloT criegyrome KOMMOHEHTbI.

Ycnyrm SAP Embedded

SAP okasbiBaeT ycnyrm SAP Embedded Ha Tepputopuu
KnueHTa cvnamu rpynnbl, COCTOSILLEN M3 CMeunanncToB
cnyx6bl nogoepxkn SAP («CneuuanucTtbl CRyXObl
BCTPOEHHOM MNOAAEPXKKU»), KOTOpble YKasbiBalOTCA B
npunaraemom Kk [oroBopy Onucanuio obbema ycrnyr
ActiveAttention ©n BbINONHAIOT oOMUCaHHbIE fOanee
dyHkuun. Takve CneumanucTbl CrnyXObl BCTPOEHHOWN
noaaepkkn OOCcTynHbl Ha 06bekTax Knnenta B O6biyHOE
paboyee Bpemsi onpegeneHHoe KONMYEeCcTBO OHEN U3
nepuoga («Mepuoa»), ycTaHOBNEHHOE ANs KaX[oro
HasHayeHHoro Cneumanucta cnyxbbl  BCTPOEHHOM
nogaepxkkn, B TeyeHve Cpoka oka3aHus  ycrnyr
ActiveAttention, kak ykaszaHo B npunaraemom Kk [loroBopy
Onncannn obbema ycnyr ActiveAttention («KBota Ha
Mcrnonb30BaHMe CNeLuanucToB CryK0bl BCTPOEHHOMN
nopgaepxkn»). Cneumanuctol crykbbl BCTPOEHHOMN
noaaepXkkM HasHadvalTcs B TedeHue 6 Hegenb nocne
nognucanua [oroBopa. B Koty Ha ucnonb3oBaHue
crneumanucToB Cnyx0bl BCTPOEHHOW MOAAEPXKKA He
BXOOAT [OHW OTMYCKOB HasHayeHHbix CneunanucToB
CNy>x6bl BCTPOEHHON MOAAEPXKKM.

HasHaveHHble Cneumanuctel  cnyx0Obl  BCTPOEHHOMN
noaaepXkkm BbIMNOSTHAOT obsa3zaHHOCTN,
nNpeoycMOTPEHHblE  ANs  OAHOW  WMM  HECKOSbKUX

HUKecneayoLWmUX JOMKHOCTEN, B 3aBUCUMOCTM OT CBOEMN
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combination of the following areas to the extent applicable
as mutually agreed to by the parties:

SAP Foundation Technical Quality Manager (“FTQM”)
activities:

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

b) Provide advice, guidance, and assistance in the
following areas:

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

o 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 Customer’'s 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

SAP Technical Quality Manager (“TQM?”) 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

o Integration validation of complex Customer
solutions

cneunanu3auum un B obbeme,

CTOpOHaMu.

cornacosaHHOM

2.1.2.1. [Oencteua MeHemxkepa No TexHU4eckomy kavectsy SAP

Foundation («FTQM»):

a) MWasyuaet lporpammHoe peweHne SAP u 6usHec-
npoueccol KnuexTa.

b) [lpepocTtaBnseT KoHCynbTauuW, pekoMeHdauun u
MOMOLLb B crieaytoLmx obnacTtax:

. YnpaBnseT  TeXHUYECKAMW  puckamum W1
CMOXHbIMW  MpOEKTaMuM MO BHEAPEHUIo,
0BHOBNEHWUIO " npeobpasoBaHuio

MporpammHoro obecneyerusi KnueHta

. Peanusauus ctpatermm Bbinycka n 06HOBNeHNs
npopgyktoe SAP B cootBetctBUM € WUT-
ctparternen KnveHta

. Onpepenexune BO3MOXXHOCTEWM CHIDKEHUSA
COBOKYMHbIX 3aTpaT KnueHTa Ha onepauun u
noteHumana ans ontumusauum (MOCTOSIHHOMO
COBEepLUEHCTBOBaHMS) MporpammHoro
obecneveHns SAP KnveHTta

c) O6ecne4vnBaeT NPO3pPaYHOCTb AOCTUrHYTLIX YCNEXOB
B OCHOBHbIX obractax, B TOM u4ucre cocTasnset
OT4eTbl O COCTOSHUM COBMECTHO oOnpegensiembix
Krno4eBbIX nokasartenen addekTuBHoCTU («KPI»).

d) PaspabaTtbiBaet " KOHTpoOnupyeT nnaHbl
B3anMoZencTenss B pamkax Ycnyr ActiveAttention
Ans KoHKpeTHoro Knuexta.

e) ObecneuynBaet peanusaumio nnaHa
B3aMmoaencTema B pamkax Ycnyr ActiveAttention,
BKITHOYasi KoopAMHauuo npenocTaBneHnst
oTAenbHbIX yeryr n obecnevenve pecypcamu SAP.

2.1.2.2. [ewnictBna meHepxepa SAP no TeXHMYECKOMYy KayecTBy

(«TQM»):

a) [lMpepocTaBnseT KOHCynbTauUMW, pekoMeHZauuu W
MOMOLLIb B COrMacoBaHHbIX OCHOBHbIX 06NacTsX:

. CobntogeHne TpeboBaHunm nopaepxkkm SAP,
BbINOJIHEHME NPOLIECCOB Noaaepkn KnneHTa u
MCNoNb30BaHUe MHCTPYMEHTOB noaaepxkn SAP
(Hanpumep, SAP Note Assistant, SAP Notes
Search n SAP Solution Manager Enterprise
Edition)

L] MHTerMpOBaHHoe KOMNJIeKCHOe YynpaBneHune
XN3HEHHbIM LUUKITOM I'IpI/IJ'IO)KeHI/II7I

. MpoBepka MHTErpauumM CrOXHbIX PEeLIeHUN
KnuneHnTa
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. Operate the SAP solution more efficiently

. Solution availability management, monitoring,
and performance

. Risk mitigation plan(s) for critical maintenance
issues

. Incident reduction and/or avoidance

b) Track Customers implementation of SAP’s

recommendations and action plans resulting from the
delivery of SAP Expert Services hereunder

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

reporting at

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”).

2.1.3.

2.2.

2.2.1.

. MoBbiweHne adeKTMBHOCTM  aKcnnyaTaumu
peLueHnin SAP

. YnpaeneHue [OCTYMHOCTbIO peLueHui,
MOHWUTOPUHI 1 obecneyeHne Hagnexailien
npon3BoanUTesibHOCTU

o PaspaboTka nnaHoB MO CHWXEHUIO YPOBHS

PUCKOB ANA KPUTUYHbIX npo6neM, CBA3aAHHbIX C
TEXHUYEeCKM chnymmaaHmeM

. COKanJ,eHVIe KOnMyecTBa WHUMOEHTOB W/Wnun
UCKNn4yeHne nx BO3SHNKHOBEHUA

b) OTtcnexuBaHune BbINOSTHEHNSI KnneHTom
pekoMmeHgaumn SAP 1 nnaHoB  OeNCTBUMN,
pa3paboTaHHbIX B paMKax OKa3aHUs JKCMepTHbIX
ycnyr SAP cornacHo HacTosiLLeMy AOKYMEHTY

c) HanpaeneHne pykoBOOCTBY MpOEKTa CO CTOPOHbI
KnueHTa nepuogmyeckux ot4eToB O xode paboT u
puckax

d) CopelictBue KnneHty B KoopamHaumm,
OTCMNEXMBAHUN N COOOLLEHUN AaHHBIX O CHWDKEHWUN
TEXHUYECKUX PUCKOB U KPUTUYHBIX Mpobnemax SAP

e) OcyLIJ,eCTBJ'IEHMe Nno3TanHOro KOHTpPOA Ka4vecTBa
ana Bbl6paHHbIX NPOEKTOB B OCHOBHbIX obnacrax

Bce ycnyru SAP Embedded koopauHupyeT Menemxep
B3aMMOAENCTBUA CO CTOPOHbl KnveHTa. M3ameHeHusa B
o6bem ycnyr SAP Embedded moryT ObiTb BHECEHbI
TONbKO HAa OCHOBaHWMW MUCbMEHHOTO COrMaLLeHNst CTOPOH.
Jliobble Takne uaMeHeHUs B YCMOBUSIX OKasaHWs ycnyr
SAP Embedded B ntobom cny4ae KkacaroTcs TONbKO yCryr
SAP Embedded v He umetoT oTHoLeHMs K ycnyram SAP
Apyroro Bvaa.

OkcnepTHble yenyrn SAP

SAP MoOXeT npefoctaBnaTb WHHOBALMOHHbLIE YCNYTW,
ycnyru no COBMECTHOMY NPOEKTUPOBAHMIO,
NNaHUPOBaHNIO APXWUTEKTYpPbl, MOAAEPXKKE BHEOPEHUs,
obecneveHuto knbepbesonacHOCTM U COOTBETCTBUSA
TpeboBaHuam, PaaS un DevOps, 3awmre, CKBO3HbIM
onepauusm wWunu nogaepxke MHHOBALMOHHbIX GU3Hec-
peLleHuii (B COBOKYMHOCTM « QKCNEePTHbIe ycnyrn SAP»)
B TeveHne O6biYHOro paboyero BpeMeHu (ecrnv CTOPOHBI
3apaHee He [0roBopunucb 06 WMHOM B MUCbMEHHOM
dopme) B COOTBETCTBMM C MOPSOKOM, OnpeaeneHHbIM
SAP un KnueHtToM B  cornacoBaHHOM  nfaHe
B3aumMoOencTBmMsa B pamkax Ycnyr ActiveAttention, ¢
Yy4EeTOM KBOTbl Ha [OHU NpefocTaBneHust JKCMepTHbIX
ycnyr SAP 3a MNepuoa B TeyeHne Cpoka okasaHust ycryr
ActiveAttention, ykasaHHoro B npunaraemom k [lorosopy
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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 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;

2.2.2.

2.2.3.

2.2.4.

OnncaHnm obbvema ycnyr ActiveAttention («Ksota Ha
OKcnepTHbIE YCNYTru»).

KnueHt B pamkax KBOTbl Ha npepgocTaBneHue
OkcnepTHbIX  ycnyr  Bnpase  BblbpaTb  niobyto
cTaHdapTHyl JkcnepTHyt ycnyry SAP u3 Tekyuiero
noptcpens 3kcnepTHbIx ycnyr SAP. Cnucok Tekywmx
OkcnepTtHbix  ycnyr  SAP  pgoctyneH no  agpecy
http://www.sap.com/activeattention-service-list.

YUTobbl cnnaHmpoBatb JkcnepTHble yenyrn SAP, KnveHTy
HeobXxoOoMMO CBA3ATbCA C Ha3HayeHHbIM MeHemkepom
FTQM wnu  Cneumanuctom cnyxbbl  BCTPOEHHOWN
nogaepxkn. SAP TpebyeTca He MeHee 5 Hefenb Ha
nnaHupoBaHune npegocTasneHns 3anpoLUeHHbIX
OkcnepTHbix ycnyr SAP. B 3aBucumocT ot cutyauum
npepocTaBneHne 3kcnepTHbiX ycnyr SAP mMoxeT ObiTb
3annaHMpoBaHo nexoast n3 KpaTKOCPOYHbIX
notpebHOCTEN M B COOTBETCTBUM C BO3HMKAKOLLMMM
TpeboBaHusamm npoekta. SAP noacunTtbiBaeT pacyeTHoe
KONMWYeCTBO [HEeW, HeobXoaMMbIX AN OKa3aHusi
3anpoLueHHon JkcnepTHoun ycnyrn SAP, B cooTBETCTBUM
C npegocTaBneHHoON wuHdopmMaumen n TpeboBaHuAMK
KnueHta. Takon nopcyeT BKAOYAET MeponpusaTus no
NnoaroToBke WM nocnegywowme  npoueccbl.  [Hw,
UCMomnb3oBaHHbIe Ha  JkcnepTHyw  ycnyry  SAP,
BbluMTaloTCa 13 KBOTbI Ha 3KCMepTHbIE yCnyrM no mepe
npumeHMMocTn. Bpewms, 3aTpadeHHoe Ha npoesf, He
noanexuT Bbl4eTy 13 KBOTbI Ha akcnepTHbIe yenyru. Ecnv
KnueHT coBuraeT Bpems OKasaHuA WM OTMEHSET yxe
YTBEPXOEHHYID UM MOArOTOBMIEHHYHD K  OKa3aHWio
SkcnepTHyto yenyry SAP B cpok MeHee 4YeMm 3a 3 Hegenu
[0 AaTbl ee Havana, To SAP moxeT BblvecTb M3 KBOThI
KnuneHta Ha OkcnepTHble YCryrn KONUYECTBO AHEW, YXe
3aTpayveHHbIX Ha MOArOTOBKY Takow JKCMEPTHOW ycnyru
SAP.

KnueHT chopmmpyeT npoekTHyto rpynny n obecneunBaeT
OOCTYMHOCTb COOTBETCTBYIOLUMX KOHTaKTHbIX 5vL, B
TEeYeHne NOCTaBKN KOHKPETHbIX JKCnepTHbIX ycnyr SAP.
B cocTtaB Takmx nNpPOEKTHbIX rpynn AOMKHbI BXOOAUTb
cnegywoowme COTPYAHUKM €O CcTopoHbl KnueHta: WT-
MeHeKep  MpOoeKTa, nNuua, OTBETCTBEHHble  3a
COOTBETCTBYlOLLNE 6usHec-npoLeccs, CUCTEMHbIE
afMVHUCTPATOpPbl, aKTMBHbIE MNONb3OBaATENM M Nuua,
OTBETCTBEHHble 33 BHeApPEHME COOTBETCTBYHOLLMX
OCHOBHbIX 6u3Hec-npoueccoB. [lporpamma AencTBuii
TpebyeT y4yacTuss HEKOTOpbIX YMEHOB WK  BCen
npoekTHon rpynnbl KnveHta. [Jo noctaBku SKCnepTHOM
ycnyrm SAP MeHepkepbl B3aumMogencTeui:

a) cornacoBbiBalOT oduumanbHyto nporpammy
OEenCcTBMI NO OKasaHuo JkcnepTHom yenyrn SAP;
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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 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

2.25.

2.3.

2.3.1.

2.3.2.

2.3.3.

b) obecneunBaloT yyacTue UNEHOB MPOEKTHON Pynmbl
KnueHta B Tpebyemom o6beme; 1

C) onpeaensitoT, Kakoe MporpaMmHoe obecneveHune
SAP HeobxooMMo Anst npegocTaBneHnst AKCNepTHOM
ycnyrun SAP.

Kateropus 3kcneptHoix ycnyr SAP  «[logpepxka
WHHOBAUMOHHbLIX OGU3HEec-pelleHnin» [OOCTyNHa TOrbKO
ansa tex dyHkumin (onpegeneHHbIx B [lononHeHumn 1), ons
KOTOpbIX AencTByeT nogaepxka IDP (onucaHue koTopon
npvBegeHo B nyHkte  2.10) Kak  KOMMOHEHT
B3aumopencTeus B pamkax ycnyr ActiveAttention B
npunaraemom Kk [oroBopy OnucaHum obbema ycryr
ActiveAttention.

SAP Expertise on Demand (Okcneptmsa SAP no
TpeboBaHuto)

Ycnyrn SAP Expertise on Demand («EoD» nnu «Yenyru
EoD») — 3TO ypaneHHbIi cepBuC, NPeLoCTaBnSALLMNA
pecypcel SAP pana yaoBneTBopeHus notpebHocTen
KnuneHnta B BbIMONTHEHU KPaTKOCPOYHbIX "
CpeAHecpoYHbIX 3agay (MakcumyMm o gecsatn gHen EoD
3a nepuon). OTM 3agaum CBsA3aHbl C  peLUeHVEM
TEXHUYECKN CMOXHBIX WM HEOObIYHbIX BOMPOCOB,
KOTOpble, Kak MpaBuIO, BbIXOOAT 3@ paMKuA 3HaHUA K
onbiTa nepcoHana KnveHta: Hanpumep, He3HavuTenbHbIe
mogundukaumm [NporpammHoro obecnedeHns SAP (B
COOTBETCTBMM C onpegeneHnem B JIMLEH3MOHHOM
Jorosope SAP), He3HaunTenbHble N3MEHEHUS
KOHpurypaumm yctaHoBrneHHon y KnueHta nporpaMmmHon
cuctembl SAP, nepepada 3HaHuin no [porpammHomy
obecneveHuto SAP u gpyrue cxoxue 3agaym. Ycnyrm EoD
He BKIIoYatoT:

a) pearvpoBaHue Ha MHUMAEHTbl KnueHTa, Tak kak 310
perynupyetcs [lpunoxeHuem O noagepxke K
JInueHanoHHOMY [OrOBOpPY; UK

b) ®yHkumu, paspaboTtaHHble SAP Innovative Business
Solutions.

Ycnyrm EoD okasbiBalotca B Ob6blvyHOEe paboyee Bpems
onpefeneHHoe KOnu4ecTBo AHew 3a lNepuog B TeyeHue
Cpoka okasaHus ycnyr ActiveAttention, ykasaHHoro B
npunaraemom Kk [orosBopy OnucaHum obbema ycnyr
ActiveAttention («kKBoTta Ha ycnyru EoD»).

UTtobbl Bocnonb3oBatbes  Ycnyramu EoD, Knuent
HanpaenseT 3anpoc Ha NpeAocTaBrieHVe NoAAEPXKKM Ha
aHImMUINCKOM A3blKe Yepe3 MHPacTPYKTypy MNOALEPXKKN
SAP c ykasaHmeM 3agaus M CONyTCTBYHOLLEWN
nHpopmaumm gns 3agaum EoD, B OTHOLIEHMM KOTOPOM
KnuneHnTt 3anpawwvBaeT nomouwb B SAP («3apgaya EoD»).
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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, however,
SAP does not guarantee that it can or will fulfill every EoD
Task request submitted by Customer and SAP will have
no liability if it cannot or does not fulfill such EoD Task
request. SAP shall notify Customer if it cannot fulfill an
EoD Task request. If SAP commences work on an EoD
Task and subsequently determines that it cannot or will
not fulfill such EoD Task, SAP shall provide Customer with
a written explanation of the reasons for such action.

SAP 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

2.3.4.

2.4.

24.1.
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3atem SAP aHanuaupyeT 3anpoc KnueHta Ha 3agauvy
EoD. SAP moxeT oTknoHutb 3agady EoD,
HanpaBneHHyo KnneHTom, ecnu 3anpoc He siBnseTcs
aktyanbHon 3apadven EoD B cooTBeTcTBUM C AaHHbLIM
nyHktom 2.3, unu ecnu 3agaya EoD He moxeT ObiTb
peanusoBaHa B CBA3XM C  TEXHUYECKUMW  UMKU
opuanyeckummn - orpaHnyeHnsmi. Ecnn 3apgava EoD
MOXeT ObITb peanusoBaHa SAP, To SAP npepoctaenset
KnueHTy nnaH genctBMn no ee BbiNonHeHuto. Ecnn
KnueHT npuH1umaeT nnaH aenctenii n npocnut SAP HayaTtb
paboty, SAP npepoctaBnsietr KnueHTy paHHble O
NpUONN3NTENBHON  NPOAOIMKUTENBHOCTU  BbIMOSTHEHUS
3apaun EoD (B yacax, MMHMMAarnbHOE BpeMsi BbIMONTHEHWS
3agaum EoD - 4 wvaca). lNocne npuHATMA KnneHTom
pacuyeTHo oueHkn SAP npuctynaet k pabGote no
BbinonHeHnto 3agaun EoD B cooTBeTcTBUM C nnaHom
JEeNCcTBUN. dakTnyeckoe KONUYEeCcTBO 4acos,
Heobxoaumoe Ansa BbINONHeHus npuHAaTon 3agaym EoD,
BblunTaeTca m3 KeoTbl Ha ycnyrm EoD. Ycnyrm EoD
Henb3s MCMNONb30BaTh A1 OKa3aHMs JKCMEPTHbIX YCryr
SAP, nepeyncrieHHbIx B NyHKTe 2.2.

SAP npunaraeT pasyMHble C KOMMEPYECKOW TOYKM
3pEHUss  yCunusl  Ans BbIMNOSIHEHWSI  HanpaBleHHbIX
Knunentom 3anpocos Ha 3agayun EoD, Ho He rapaHTupyer,
YTO CMOXET BbINOMHUTbL UMK BbINOMHUT Kaxabl 3anpoc
KnueHta Ha 3agavy EoD, 1 He HeceT OTBETCTBEHHOCTU B
crniyyae HEeBbIMONHEHUSI WM OTCYTCTBUSI BO3MOXHOCTU
BbINOSIHEHMS 3anpocoB Ha 3agadn EoD. SAP ob6asyetcs
NUCbMEHHO yBEAOMUTb KnueHTta B cnyyae
HEBO3MOXHOCTW BbINOSIHEHUSA Kakoro-nmbo 3anpoca Ha
3agayvy EoD. Ecnn SAP HaunHaeT paboTel no 3agade
EoD, a 3aTem peluaeT, YTO He CMOXeT Wnu He bynet
3aBepliatb ee BbinonHeHne, SAP Hanpasnset KnveHty
NUCbMEHHOE PasbsiCHEHNE NPUYNH TaKOro peLLeHus.

Ycnyrn SAP On-Call Duty

Ycnyrm SAP On-Call Duty npegnaratoT yaaneHHbIn
AOCTYN K KOHTAKTHOMY nuvLy 13 cryx6bl nogaepxku SAP,
KOTOpoe No Mepe HeOBXOAMMOCTY OKa3blBaeT NOAAEPXKKY
KnveHTy no KkpuTuyeckn BaxHbIM Ou3Hec-npoueccam.
Takoe koHTakTHOE nuuo no Ycnyram SAP On-Call Duty
JOCTYMHO B TeYeHue OnpefenieHHoro  KonuyecTsa
ceaHcoB Ycnyr SAP On-Call Duty B pamkax MNepunoga B
TeyeHne Cpoka okasaHusa ycnyr ActiveAttention,
yCTaHOBMNEHHOro B npunaraemom k [Joroeopy OnucaHuu
obbema ycnyr ActiveAttention («KBota Ha ycnyru On-
Call Duty»).

CeaHc Ycnyr SAP On-Call Duty npoBoauTcs:

a) nubo ¢ noHepernbHMKa No BockpeceHbe ¢ 08:00 oo
20:00 Toro ke aHst N0 MecTHOMy BpemeHu KnmeHTa;
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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 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.

2.4.3.

2.5.

25.1.

2.5.2.
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b) nubo c noHegenbHMka no BockpeceHbe ¢ 20:00 go
08:00 cnepytouwlero AHA NO MECTHOMY BpeMeHu
KnueHTta.

Ons nnaHuposaHusa Ycnyr SAP On-Call-Duty Knuenty

Heo6Xo4MMOo HanpaBuTb MUCbMEHHbI 3anpoc
MeHemkepy MO  TEXHUYECKOMY  KayecTBy  wnu
HaszHayeHHoMy CreunanucTy cny0bl BCTPOEHHOM

nogaepxku. NMnaHnpoBaHne cpokoB okadaHus Ycnyr SAP
On-Call Duty npousBoauTCca nocne npeaBapuTErNbHOrO
yBeJoMMneHns 3a 5 Hegenb.

CornaweHune 06 yposHe cepsuca SAP

CornaweHne o6 ypoBHe cepBuca SAP JOCTynHO Kak
KOMMOHEHT B3aMmoencTeusa B pamkax Ycnyr SAP
ActiveAttention, npegocTaBnsaemMbIX KNMeHTam,
3aKMIOYMBLUMM [JOrOBOP Ha Yycnyrn nopaepxkn SAP
Product Support for Large Enterprises («PSLE») B
cooTBeTcTBUM C lNpunoxeHvem o noaaepxke. KnveHto,
3akntoumsLume gorosop ¢ SAP Ha ycnyrn SAP Enterprise
Support, npuobpeTatoT CornalueHne o6 ypoBHe cepsuca
B COOTBETCTBUW C YCIOBUSIMM Takoro 4orosopa.

MpuBeoeHHble  HWxe obsA3atenbctBa B  paMkax
CornawweHus 06 ypOBHE cepsuca («SLA»)
pacnpoCTpaHATCA Ha Bce HanpaeneHHble KnneHTom
WHUMOEHTbI, koTopble SAP npuHumaeT B obpaboTky C
Mpuoputetom 1 wnm 2 ©n KOTOpble COOTBETCTBYIOT
obsa3arenbHbIM npensapuTenbHbIM YCIOBUSIM,
nepeyvncreHHbIM B HACTOSILLLEM JOKYMEHTE, B OTHOLLEHUU
KOMOUHaUMN ycTaHOBOK KnueHTa u naeHTMdUukaTtopoB
cuctem («SID»), yka3aHHbIX B npunaraeMom Kk [JoroBopy
Onucannn obbema ycnyr ActiveAttention. Takue SLA
BCTYMalOT B CUIy Ha4yMHash C MepBOro MOSIHOro
KanengapHoro «kBapTana, cregywowero 3a [JaTton
nognucaHusa [orosopa.

SLA no cpokam nepBUYHOIO pearnpoBaHus:

a) WHumpeHTbl ¢ Mpuoputetom 1 («O4eHb BLICOKUN»):
SAP o6ga3yeTcs pearmpoBaTb Ha WHUWOEHTbI C
Mpuoputetom 1 B TeyeHnme 1 4aca C MoOMeHTa
NnocTynneHuss uHopmMaLmMm 0 TakOM WHUMAEHTE B
SAP (B nwoboe Bpemsi CyToK M B nobOON AeHb
Hepenwn). HumaeHTy npuceamsaetca [NpuoputeT 1,
ecnn  BO3HMKWas npobrnemMa uMeeT  O4YeHb
cepbe3Hble MOCMNeAcTBMS  Ansi  OCYLUECTBMEHUS
CTaHAapTHbIX Ou3Hec-onepauvii, W BbINOMNHEHWE
CPOYHbIX, KPUTUYECKN BaxHbIX And GusHeca pabor
CTAHOBUTCSH HEBO3MOXHbIM. OOGbIYHO 3TO MOXET
ObITb BbI3BAHO CIEAYHOLLMM: NOSHbIA OTKAa3 CUCTEMBI,
Hermonagkn B  UeHTpanbHblX  yHKumMsax SAP,
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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 Corrective
Action, such action plan will include:

a) status of the resolution process;

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

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.

25.2.2.

2.5.2.3.
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KpuTuyHble npobnembl 1 HeJOCTYNHOCTb 0B6XOAHbIX
PELUEHU B KaXXO0M U3 TaKnX Cryyaes.

b) WHumpeHTsl c MNpuoputetom 2 («Bbicokuiin): SAP
obasyetca  pearmpoBaTb  Ha  MHUMOEHTH C
Mpuoputetom 2 B TedyeHne 4 YacoB nocne
NOCTYNNeHns nHopMaLmMnm O TakoM WHUMAEHTEe B
SAP B TeuyeHume MecTHoro pabo4dero BpeMeHW.
WHunpenty npucsavsaetcs [lpuoputeT 2, ecnu
CYLLECTBEHHO 3aTpyAHEHO BbIMOMTHEHNE
CTaHdapTHbIX OusHec-onepauuMin u  OTCYTCTBYET
BO3MOXHOCTb BbINOMHATL pag Heobxoanmbix 3agad.
Takas cuTyaums OObIYHO SABMSETCA Ppe3ynbTaTom
HEKOPPEKTHON unu HeBepHoOM paboTbl yHKUMNA,
npegHasHayeHHbIX  ANs  BbINOMHEHUA  TaKuXx
onepauuin n/vnu 3agad.

JononHutenbHyo MHopMaLMo 0 Ha3HAYeHUN YPOBHEW
npuoputeta cM. B SAP-HoTe 67739, pasmelleHHON B
6ase paHHbIx SAP-HOT Ha BebO-calTe MNOAAEPXKKM
knueHtoB SAP no agpecy http://support.sap.com/notes.

SLA B OTHOLLUEHUN
KOPPEKTUPYHOLLMX mep
Mpuoputetom 1

CPOKOB
ans

npeAocTaBneHus
NHunpeHToB c

SAP npepocTaBnsieT pelueHve, 06XoaHON NyTb UK NnaH
OENCTBMI NO paspeLleHuto HanpaeneHHoro KnveHTtom
uwHumpoeHta c [puoputetom 1 («KoppekTtupyrowme
Mepbi») B Te4yeHne 4 4acoB C MOMEHTa MOCTYMIeHus
nMHcpopMaLmm o Takom uHumnaeHTe B SAP (B ntoboe Bpemsi
CyTOK 1 B nto6oi AeHb Heaenm).

Ecnn B kauvectBe KoppekTupytowen mepbl
npegocTaBnsieTcss  MnaH  OeWcTBUA Mo
npobnembl, TAKOW NMaH BKITYaET:

Knunenty
peLLeHunio

a) uHgopmauuMilo O cTaTyce Mnpolecca YCTpaHeHusi
oLLNBKN;

b) wHopmauuio O 3annaHMpoBaHHbLIX AanbHEnLInX
Wwarax C YyKkasaHMem  OTBETCTBEHHbIX  IuL,
HasHayeHHbIX SAP;

Cc) uHcopMaumio 0 Heobxoaumbix aencTeusax KnveHta
no NoaAepKKke npoLecca yCTpaHeHNs OLIMOKN;

d) no BO3MOXHOCTU
OCYLLECTBMEHNS  Mep,
CTOpOHbI SAP; 1

nnaHnpyemble
npeanpnHMMaeMbIX

gartbl
co

€) [Jarta v Bpems crnepytoLero oGHOBMNeHUst ctaTtyca co
ctopoHbl SAP. [anbHelwne obHOBNEHMA cTaTtyca
BKIIOYAIOT KpaTKoe OnucaHue yxe MNPUHATbIX Mep,
WHpopMaumio O criegyloLwmx  3annaHMpoBaHHbIX
OeNCcTBMAX W paty WM Bpems  cregytollero
o6HOBNEHUs cTaTtyca.
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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 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.

For Priority 1 incidents, the following prerequisites must
be fulfilled by Customer:
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SLA ans KoppeKTupyoLmx Mep OTHOCUTCS TOMbKO K TON
YacTh  BpemeHun  obpaboTkM,  Korga  WMHUMAEHT
o6pabaTbiBaeTcsi B SAP («Bpemsa o6paboTku»). Bpems
0obpaboTkn He BKNOYaAET BpeMsi, B TEYEHME KOTOPOro

MHUMOEHT uMeeT cTatyc «[encTBMe KnueHTa» wunm
«lMpeanoxeHHoe pelueHne SAP», npy aToMm:
a) crtatyc «[lenctBue KIMEHTa» oO3Ha4daeT, uTo

VHUMAEHT 6bin NnepegaH KnueHTy; 1

b) cratyc «lpeanoxeHHoe pelieHne SAP» o3Havaer,
yto  komnanuen SAP  6bina  npeanoxeHa
Koppektupylowiaas mMepa B  COOTBETCTBUM  C
onpegeneHneM [aHHOrO TepMuHa B HACTOALEM
OOKYyMeHTe.

SLA B OTHOWeEHNM KoppeKTupylowmx Mep cuuTaeTcs
cobnogeHHbIM, ecnu B TeyeHne 4 4acoB nocne
nonyyeHus uHdopmauum komnauua SAP npepnoxuna
peweHue (ctatyc «[pepnoxeHHoe peleHne SAP»),
BPEMEHHOE pelUeHVe unu nnaH genctevmn, nubo ecnm
KnveHT gaeT cormacve CHU3WTb YypOBEHb npuoputeTa
WHUMOEHTA.

MpenBapuTenbHble yCroBus

SLA [eicTBYIOT TOMbKO MPU BbINMOMHEHUN CrEeayoLLIMX
obsa3aTenbHbIX YCNOBUN ANA BCEX MHUMOEHTOB:

a) MHUMOEHTblI OTHOCATCS K BbiMyckam [lporpammMHoOro
obecneveHns SAP, koTopble KnaccuuumpyroTcs
SAP Kkak wvmewwMme cTaTyCc «HeorpaHWYeHHas
nocTaBeka, 3a UCKITIOYEHVEM VMHUUOEHTOB,
oTHOCALWMXCSA K AHanM3y nepBonpuUYnH UHLMOEHTOB
Ons Nonb30BaTENBLCKOrO KoAa, OMMCaHHbIX Aanee B
nyHkTe 2.6;

b) wHumpeHTbl npepocTtaBnsitotca  KnueHtom  Ha
aHIMUACKOM $3blKe, NepedarTcs 4Yepe3 CUcTemy
SAP Solution Manager Enterprise Edition B
COOTBETCTBUM C AEWCTBYHIOLLEA HA MOMEHT OTMNPaBKX
npoueaypon nepeaayn MHUMAEHTOB U coaepXaT Bce
cBefeHnst (ykasaHHble B SAP-HoTe 16018 wnn B
nobow nocneaytowenn SAP-HoTe, koTopasi 3amMeHuUT
SAP-HoTy 16018), Heobxoaumble SAP onst npuHATHSA
Mep MO PELLEHNIO BO3HMKLLEN MPobnembl; 1

C) MHUMOEHTbl OTHOCATCA K Bbinycky [porpamMmmHoro
obecneyennst SAP, Ha KOTOpPOe pacnpoCTpaHATCS
ycrosusi OcHoBHoro Ll PacLlumpeHHoro
COMPOBOXAEHNS.

Ona wHumageHtoB c [Mpuoputetom 1 KnuneHT posmkeH
BbINOSIHUTbL CrieayloLme npeaBapuTerbHbIE YCOBUS:
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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.

Exclusions

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

a) incidents regarding a release, version and/or
functionalities of software developed specifically for
Customer (including without limitation those
developed by SAP Innovative Business Solutions
and/or by SAP subsidiaries) except for custom code
built with the SAP development workbench;

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.

Service Level Credit

SAP shall be deemed to have met its obligations pursuant
to the SLAs as stated above by reacting within the allowed
time frames in 95% of the aggregate cases for all SLAs
within a Calendar Quarter. If Customer submits less than
20 incidents (in the aggregate for all SLAs) pursuant to the
SLAs stated above in any Calendar Quarter during the
ActiveAttention Services Term, SAP shall be deemed to

2.5.4.

2.5.5.

2.55.1.

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

a) npobnema u ee BNUsSHME Ha GU3HEC OOIMKHbI ObITb
onucaHbl HacTofbko NoApPoGHO, HACKOMbKO 3TO
Heobxoanmo SAP anst oueHKn Npobrnemsl;

b) KnueHT Ha3HavaeT KOHTaKTHOE NuLO, KoTopoe byaeT
AocTynHo Ans obmeHa nHpopmavmen ¢ SAP 24 yaca
B CYTKW, 7 OHeW B Heden, BnageeT aHrmvncKum
A3bIKOM U ObnagaeT AOCTaTOYHbIMWU 3HAHUAMU U
HaBblkaMu, 4YTOObI MOMOYb, B COOTBETCTBMM C
obszatenbctBamMu  KnveHTa no  HacTosilemy
OOKYMEHTY, B pelueHun npobnembl, nepegaHHow B
SAP c lNpuoputetom 1; un

c) KnueHT HasHayaeT KOHTaKTHOEe NMLUOo ANs OTKPbITUSA
yOaneHHOro MOAKIIOYEHUS K CuUcTeMe U ans
npegocTaBrieHus SAP HeobxoaAnMbIX
pPerncTpaumnoHHbIX JAaHHbIX ANS BXO4A B CUCTEMY.

VckntoveHus

M3 SLA wucknoveHbl crneayowme Tunbl UHUWOEHTOB C
MpuoputeTtom 1:

a) WHUMOEHTbl, OTHOCALIMECA K BbiMyCkam, BeEpPCUAM
nvnn  yHKUMAM  NporpaMMHoOro  obecneyeHus,
koTopoe paspabaTbiBanocb  creuuanbHO  Ans
KnueHTa (B TOM 4mcne nporpammHoro obecneveHus,
pa3paboTaHHoro opraHusauuenn SAP  Innovative
Business Solutions n/vnu govyepHMMU KOMMaAHUAMUN
SAP), 3a ucknoveHneM Mosb30BaTeNbCKOro KoAa,
CO3[@HHOTO C  MOMOLLbIO  WMHCTPYMEHTalbHbIX
cpeacTtB paspaboTkn SAP;

b) wWHUMOEHTbI, OTHOCSWMECA K BepcusiM  Ans
KOHKPETHbIX cTpaH, peanunsoBaHHbIM Kak
napTHepcKkue  AOMOMHEHUs,  paclUMpeHus  Unu

MoaudvKauum, WCKIKYaKTCA, Aaxe ecnu Takue
BEPCUM AN COOTBETCTBYOLLUX CTPaH Obinn co3aaHbl
camon komnaHuen SAP nnn ee AddurnmpoBaHHbIM
nnuoMm; 1

C) MHUMAOEHTbI, OCHOBHOWM NPUYMHOW KOTOPbIX ABNSiETCA
He HeucnpaBHOCTb, a OTCYTCTBME KaKon-nvbo
dYHKUMOHANbHOM  BO3MOXHOCTM  («3ampoc  Ha
pa3paboTKy»), MMM WHUMOEHTbl, OTHECEHHble K
KaTeropuv 3anpocoB Ha KOHCYNbTaLMio.

HeycTovika 3a HecobnogeHne ypoBHS cepBurca

CunTtaeTcs, 4TO onpedeneHHble Bbille 006si3aTenbcTBa
SAP cormacHo SLA BbINOMHeHbl, ecnu cnyxba
conpoBoxaeHna SAP oTpearvpoBana B yCTaHOBMEHHbIE
CpokM He MeHee 4vem B 95% cnydaeB oT ob6Liero
KkonuyectBa cnyyaeB no Bcem SLA 3a KaneHgapHbin
kBapTan. Ecnn B kakon-nnbo KaneHgapHbli kBapTan B
TeyeHne Cpoka okasaHus ycnyr ActiveAttention KnveHt
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2552

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 Customers
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.

2552

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

HanpaBuT meHee 20 WMHUMOEHTOB B COOTBETCTBUM C
BbllLeyka3aHHbIMK SLA (B coBokynHoCTM no Bcem SLA),
obszatensctBa SAP no  BblweonucaHHbiM - SLA
cuMTalTCs BbINONHEHHbIMKU, ecnu SAP He npeBbiCUT
yCcTaHoBneHHble B SLA cpoku pearmpoBaHus 6onee yem
ONns OOQHOr0 MHUMAEHTa B TeYeHMe COOTBETCTBYIOLLEro
KaneHgapHoro kBapTana.

B cooTBeTCTBMM C NnonoxeHnamu nyHkTa 2.5.5.1 B crniyyae
HecobnioaeHnss ycTtaHoBneHHbix CornaweHnem 00
ypoBHe cepBuca cpokoB «HeucnonHeHne SLA»)
NPUMEHSIIOTCA CneaytoLme npasuna v npoueaypbl:

a) KnueHT nucemeHHo nHgopmupyeT komnaHunio SAP o
nto6om npegnonaraemom HeucnonHeHun SLA;

b) SAP paccmaTtpusaeT nobble NpeTeH3nn Takoro poaa
n npencraenaeT NMUCbMEHHbIN oT4yerT,
noaTBepXKaatoLLniA unu onpoBepratoLLmii
060CHOBaHHOCTb NpeTeH3nmn KnneHTa;

c) KnueHt okasbiBaeT padymHoe copencteue SAP B
ycTpaHeHun nobbix npobrnem wunu npoueccos,
npensaTcTBylOWMX BbiMofnHeHuto SAP CornawieHus
06 ypoBHe cepBuca;

d) CornacHo nyHkTy 2.5.5, ecnu cormacHo oOT4yeTy
pokasaHo HewucnonHeHne SLA, SAP npumeHsieT
HeycToriky 3a HecobniogeHue YypOBHS cepBuca
(«HeycToMmka»), koTopas BKMNOYaeTCs B CneayoLLmnia
cyeT, BbicTaBnsembln  KnueHty 3a  ycnyru
ActiveAttention, B pasmepe 0,25% oT cToMmMoCTU
ycnyr ActiveAttention, npegoctaBsnsembix KnueHTy B
cooTBeTcTBylowMA  KaneHpapHein  kBapTtan, 3a
KakabIn NMOATBEPXAEHHbIM ~ OTYETOM  Ccrny4van
HeucnonHenus SLA; npu 3TomM MakcumanbHas
COBOKyNMHas cymmMa HeycTtoviku 3a  Kaxabin
KaneHgapHbIi KBapTan He MOXET npeBbiwaTh 5% oT
ycTtaHoBneHHoro ans Knuenta BosHarpaxgeHus 3a
ycnyrn  ActiveAttention, okasaHHble B Takom
KanenpapHbin kBapTanm;

e) KnueHt yBepomnsieT SAP o nobbix npuynTaroLwmxcs
HeycTorkax B TeyeHne 1 mecsua nocne OKOH4YaHus
KanengapHoro kBapTana, B KOTOPOM UMENIO MeCTO
HeuncnonHeHnue SLA;

f)  HeycTowiku He npumeHsitoTCs B cnydae, ecnu SAP He
nony4yaeT oT KnueHTa nuCbMeHHOe yBeAOMIeHne C
obocHoBaHHbIM TpeboBaHueM ynnatnte HeycToliky;
n

g) [llpepycmoTpeHHaa nyHktom 2.5.52 Heycrtonka

ABMNAETCA eAWHCTBEHHbIM U UCKITHYUTENbHBLIM
CPEACTBOM NpaBoBOW 3awuThl KnueHta B criyyae
npeagnonaraemoro unm akTN4eckoro
HewucnonHeHnsa SLA.
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2.6.

2.6.1.

2.6.2.

2.6.3.

2.6.4.

2.7.

2.7.1.

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

SAP Root Cause Analysis for Custom Code

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

2.6.

2.6.1.

2.6.2.

2.6.3.

2.6.4.

2.7.

2.7.1.

Yecnyra SAP  no  aHanusy
nonb30BaTeNbLCKOro Koaa

NepBOMPUYUH ANt

SAP npoBoAuT aHanM3 OCHOBHbIX MPWYUH WHUMAEHTOB
Ans nonb3oBaTenbckoro koga KnueHTta, cosgaHHoOro ¢
NMOMOLLIbIO MHCTPYMEHTanbHbIX CPeAcTB pa3paboTku SAP,
B KPUTWYHBLIX Ans 6u3Heca cuTyaumax W MOXeT
npefoCcTaBnUTb PEKOMEHOALMM MO PELLEHMIO MHUMAEHTaA B
cooTBeTCTBUM C Yycnosuamu SLA, npuBedeHHbIMU B
nyHkte 2.5.2 1 NpUMEHUMBLIMM K UWHUMOEHTaM C
Mpuoputetammn 1 n 2, KOTOpble KacakTcsi KOMOUHaLMN
yctaHoBok KnmeHta wn  SID, nepeuyucneHHoeix B
npunaraemom Kk [oroBopy OnucaHum obbema ycryr
ActiveAttention, n kotopble HanpasneHbl KnueHtom B
COOTBETCTBUM C MYHKTOM 2.5.3.

Ons nonydenns ycnyrn SAP no aHanusy nepBoOnpuYuH
ana  nonb3oBaTenbckoro koga  KnueHTt, nomumo
BbINOMHEHUSA 06A3aTeNbHbIX NpeaBapUTENbHbIX YCIOBUNA
ana SLA, ykasaHHbIX B MNyHkTe 2.5.3 Bbilwe, OOIMKEH
3aperncTpuMpoBaTb CBOM MNONb30BaTENbCKMN  Ko4 B
COOTBETCTBUM C [OEWCTBYHOLMMW HA TOT MOMEHT
ctaHgaptamm SAP (nogpoGHyto uHopmaumio cMm. no
ccbinke http://support.sap.com/supportstandards).

BhliwensnoxeHHole nonoxexnnss SLA B OTHOLUEHUM
KoppekTupytowmx Mmep Ans MHUMAEHToB ¢ [NproputeTom
1, OTHOCALWMXCA K nonb3oBaTenbCckoMy koay KnueHTa,
CYNTAIOTCH BbINONHEHHbIMKU kKoMnaHuen SAP, ecnu Obinn
BbIsIBNIEHbl BO3MOXHbIE OCHOBHbIE MPUYMHbI MHUMOEHTA
n/unu c6osa B paboTe nonb3oBaTenbCcKoro koga KnnenTa.

Ycnyra SAP no aHanu3y OCHOBHbIX NPUYMH MHLUWAEHTOB
ans Nonb30BaTENbCKOro Koaa He BKITHOYaeT
npefocTaBlieHNe WCMpaBrieHUA, OOXOAHbIX MyTewn Wnu
peweHns npobnem Ans  NOMb30BaTENbCKOrO  Koaa
KnneHta He3aBMCMMO OT TOro, kem Obiln co3gaH
nonb3oBatensckun kog KnueHta. Nicnpasnenns ®yHkummn
M cnocobbl peleHnsa CBA3aHHbIX C HUMU WHUMOEHTOB
MoryT npepoctaBnsTeca SAP Innovative Business
Solutions no oTAenbLHOMY CornalleHuio.

CornaweHue 06 ypoBHe cepsuca SAP Premium

CornaweHne o6 ypoBHe cepBuca SAP  Premium
(«PSLA») 0OCTYMHO Kak KOMMOHEHT B3aUMOAENCTBUS B
pamkax Ycnyr SAP ActiveAttention, npegoctaBnsieMbix
KIMEHTaM, 3ak/iouYMBLUMM  [OTOBOP HA  ycnyru B
cootBeTCcTBUM C [punoxeHnemM o0 nopoepxke K
JlnueHanoHHoMy JOroBopy MnNu B KavyecTBe KOMMOHEHTa
cornaweHus 06 ycnyrax ActiveAttention. PSLA aBnstotca
pononHeHnem k CornaweHnsam 06 ypoBHe cepBuca,
npenocTaBnsgeMbiM B COOTBETCTBUM C [MpunoxeHnem o
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2.7.2.

2.7.2.1.

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 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.

2.7.2.

2.7.2.1.

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

nogaepxke K JInueHsMoHHoOMy [OrOBOpY MU B KayecTse
KOMMOHeHTa cornawleHus o6 ycnyrax ActiveAttention.

MpusBegeHHble Hwke obsasatenbctBa B pamkax PSLA
pacnpocTpaHaloTCA Ha BCce HanpasneHHble KnveHTom
WMHUMOEHTbI, KoTopble SAP npuvHumaeT B 0bpaboTky C
MpuoputeTtom 2, 3 nnu 4 (cornacHo onpegenennto B SAP-
HoTe 67739) 1 KoTopble COOTBETCTBYIOT 06si3aTeNbHbIM
npeaBapuTenbHbBIM YCNOBUSM, YKa3aHHbIM B HACTOSLLEM
AOKYMEHTe, B OTHOLWEHUM KOMOMHauuMi yCTaHOBOK
Knunenta n SID, yka3aHHbIX B npunaraemom K [JoroBopy
OnucaHun obvema ycnyr ActiveAttention. Takme PSLA
BCTYNalOT B CWUNYy HayuMHas C NepBOro  MOMHOro
KanengapHoro KkeapTana, cregywoowero 3a [Jaton
noanvcaxus [Jorosopa.

PSLA no cpokaM nepB1MYHOIO pearmpoBaHus:

a) WHumpeHTbl ¢ MNpuoputetom 2 («Bbicokuinn): SAP
0065a3yeTcs oTBeYaTh Ha MHUMAEHTLI ¢ [NpuoputeToM
2 B TeyeHMe 2 4acoB C MOMEHTa MOCTYNSEHNS
WHcopMauum o Takom uHumaeHTe B SAP (B noboe
Bpems CyToK 1 B niobon aeHb Hepenu). MHumaeHTy
npuceamBaeTcs [MpuoputeT 2, ecnu CyLECTBEHHO
3aTpyQHEHO BbINOMHEHUE CTaHOApPTHbIX OGusHec-
onepauuin 1 OTCYTCTBYET BO3MOXHOCTb BbIMOMHATH
psag HeobxoomMmbIx 3agad. Takas cutyaums obblYHO
sBNsieTcs pesynbTaTOM  HEKOPPEKTHOW  unu
HeBepHoOW paboTbl YHKLUMIA, NpegHa3HauYeHHbIX AN
BbIMOJIHEHUS TaKUX onepauni n/unu 3agau.

b) WHumpeHTtsl ¢ MNpuoputetom 3 («CpegHuii»): SAP
06sa3yeTcs  pearvpoBaTtb  Ha  MHUMAEHTbl  C
Mpuoputetom 3 B TeyeHne 4 vacoB mnocne
nocTynneHus MHopMauMm O TakOM WHUMOEHTE B
SAP B TeuyeHune MecTHOro pabodero BpemMeHW.
MHumaeHTy npucsavBaetcs [MpuoputeT 3, ecnv oH
3aTparMBaeT BbINOMHEHUE CTaHOApPTHbIX OusHec-
onepauuit. MprynHom Takon NPodrneMbl MOXeT ObITb
HEeKOppeKkTHas unu HesBepHasa paboTa dyHKUMNR,
npegHasHayeHHbIX  ANs  BbINOMHEHUSA  TaKWX
onepauun.

¢) WHumpeHTtbl ¢ lMpuoputetom 4 («Hwuskminy): SAP
obsa3yeTcss  pearvpoBaTb Ha  WHUWAEHTbl  C
Mpuoputetom 4 B TeyeHue 8 yacoB mnocne
NocTynneHuss uHopmMaumMm 0 TakoM WHUMAEHTE B
SAP B TeuyeHume MecTHoro pabo4yero BpeMeHW.
WHunpeHTy npucsBavmBaeTca npuoputeT 4, ecnu
npobnema okasbiBaeT He3HAYUTENbHOE BMSIHUE
unn Boobwle He BnMSET Ha  MpoBedeHue
CTaHAapTHbIX GusHec-onepaumii. MpuymHaMmn Takmx
npobnem MoryT ObiTb HEKOPpPEKTHas paboTa wnm
HepaboTOCNOCOOHOCTL pPEedKo WU HeperynspHo
MCcnonb3yeMblX PyHKLUNA.
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2.7.2.2.

2.7.2.3.

2.7.24.

2.7.2.5.

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 for Priority 2”).

If an action plan is submitted as a Corrective Action, such
action plan will include:

a) status of the resolution process;

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

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 PSLA for Corrective Action Response Time for
Priority 2 Incidents only refers to that part of the
processing time when the incident is being processed at
SAP (“Processing Time”). Processing Time does not
include the time when the incident is on status “Customer
Action” or “SAP Proposed Solution”, whereas:

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 PSLAs for Corrective Action for Priority 2 incidents
will be deemed met if within 3 business days of processing

2.7.2.2.

2.7.2.3.

2.7.24.

2.7.25.

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

PSLA B  OTHOLWEHUN
KOPPEKTUPYHOLLIMX mep
MpuoputeTom 2

CpOKOB
ans

npeaocTaBneHus
NHunpaeHToB c

SAP npepoctaBnsieT peLueHue, 06X04HON NyTb UNW NNaH
OeNCTBMI No pelueHuto npobnembl («KoppekTupytowme
MepbI»), YKasaHHOWN AN MHUMAEHToB ¢ [NpropuTtetom 2,
B TeyeHve 3 paboumx OHEN C MOMEHTa MOCTYNfeHUs
MHpopMaLmn o Takmx umHumaeHtax B SAP B TeyeHue

MecTHoro paboyero BpEMEHM («PSLA ans
KoppekTtupyrowmx mep ans NMpuoputerta 2»).

Ecnn B KayecTBe KoppektupytoLuen Mepbl
npegocrtaBnaeTcs nnaH AeWCTBUA MO peLleHuto

npobnembl, TAakON NNaH BKIYaeT:

a) WuWHopMaumio O cTaTyce npouecca ycTpaHeHusi
OLINGKN;

b) wHdopmaumio o0 3annaHMpoBaHHbIX AanbHENLINX
warax C YyKkasaHMem  OTBETCTBEHHbIX L,
HasHayeHHbIX SAP;

Cc) wuHdopMaumio 0 Heobxoaumbix aencTeuax KnveHta
no noanep)kke npowecca ycTpaHeHUs: oLNGKM;

d) no BO3MOXXHOCTM
OCYyLLECTBMNEHUS  Mep,
CcTOpOHbl SAP; 1

nnaHupyemble
npeanpuHMMaemMbIx

Jarbl
co

€) parta v Bpems criegyloLero obHOBMNeHMs ctatyca co
cTtopoHbl SAP. [anbHeviwne o6GHOBNEHUsi crtaTyca
BKIIOYAIOT KpaTKoe OnucaHue yxe MNPUHATbIX Mep,
WHOPMaUMIo O Crneayllmx  3annaHMpOBaHHbIX

OencTBnaAX W Aaty W Bpems  crejytollero
o6HOBNEeHus cTaTtyca.
PSLA B OTHOWEHWM CpPOKOB  MpedoCTaBreHns

KoppekTupytoLwmx mep ans MHumaentos ¢ MNproputeTtom
2 OTHOCWTCS TONBbKO K TOW YacTu BpemMeHu obpaboTku,
Korga uHUmaeHT obpabateiBaetcs B SAP  («Bpems
ob6paboTku»). Bpemsa ob6paboTkm He BKNoYaeT Bpems, B
TeYeHMe KOTOPOro MHUUAEHT mMeeT cTtatyc «[encreue
knueHta» unu «MpegnoxeHHoe peweHne SAP», npu
3TOM:

a) crtatyc «[lencTtBMe KIMEHTa»
WHUMAEHT 6bin nepeaaH KnveHty; n

O3Ha4YaeT, 4TOo

b) cratyc «lpeanoxeHHoe peweHne SAP» 03Havaer,
yto komnanuennr SAP  Obina  npeanoxeHa
Koppektupytowas mepa B  COOTBETCTBMM C
onpefeneHneMm [[aHHOMO TepMMHA B HaCTOSLWEM
OOKYMEHTE.

PSLA B OTHOWEHWM CPOKOB  MpedoCcTaBreHus
KOppeKTupylowmx mep ana MHumaeHTos ¢ Mpuoputetom

15



2.7.3.

2.7.3.1.

2.7.3.2.

time for Priority 2 incidents: SAP proposes a solution, a
workaround, or an action plan; or if Customer agrees to
reduce the priority level of the incident.

Prerequisites

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

the following

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

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.

For Priority 2 incidents, the following additional
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.

2.7.3.

2.7.3.1.

2.7.3.2.
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2 cunTaeTcs BbINOMHEHHbIM, €Cnu B TeveHne 3 paboumx
OHel obpaboTtkn uHumaeHToB ¢ lMpuoputetom 2: SAP
NpeanoXeHo pelleHne, BpeMeHHoe peLleHne unu nnaH
pencteun; mnn ecnn KnueHT gaet cornacue CHU3UTb
YPOBEHb NpuopuTeTa MHUMAEHTA.

MpenBapuTenbHble YCNoBKs

PSLA oencTBylOT TONBbKO MPY BbINOSIHEHWUM CNeayHoLmnX
oba3aTenbHbIX YCNOBUIN ANSA NHLUNOEHTOB:

a) WHUMOEHTbl OTHOCATCA K BbiNyckam [porpamMmHoOro
obecnedyeHns SAP, koTopble KnaccuduumpyoTcs
SAP Kkak wumelowMe CTaTyc «HeorpaHUYeHHas
noctaBka», 3@  WCKNIOYEHUWEM  WHLMOEHTOB,
OTHOCALLMXCH K AHanNM3y nNepBONPUYMH MHLUMAEHTOB
AN NOonb30BaTENbCKOro KOA4A, OMUCAHHBIX BbillEe B
nyHkTe 2.6;

b) wHumMpgeHTbl npepocTaBnsAlTcA  KnveHTom  Ha
aHrMMINCKOM A3blke, nepeaatoTcsa Yyepes SAP Solution
Manager Enterprise Edition B cooTtBeTcTBUM C
JencTBylolen Ha MOMEHT OTnpaBku COOOLLEHMSA
npoueaypon nepefjavnm  TakMx — COOOLEHVMA 1n
copepxaT Bce cBefeHus (ykasaHHble B SAP-HoTe
16018 wnu B nwbor nocneaytowen SAP-HoTe,
koTopas 3ameHuT SAP-HoTy 16018), Heobxoaumble
SAP ona npuHATMA Mep MO PeLUeHU0 BO3HUKLLEN
npobnemsl; n

C) MHUMOEHTbl OTHOCATCA K Bbinycky [porpamMmHoro
obecneyveHusa SAP, Ha kOTopoe pacnpoCTpaHsTCA
ycrosusi OcHOoBHOro nnm PaclumpeHHoro
COMPOBOXAEHUS.

Ona vHumpoeHtoB c [lpuoputetom 2 KnueHT pormkeH
BbINONHUTb cnepytoume OONONHUTENbHbIE
npenBapuTenbHbIe YCIOBUS:

a) npobnema u ee BnusHWE Ha GU3HEC OOIMKHbI ObITh
onucaHbl HAacTofbko NoApPOGHO, HACKOMbKO 3TO
Heobxoanmo SAP ansi oueHKN Npobnemsl;

b) KnueHT HazHavaeT KOHTaKTHOE NuUo, kKoTopoe byaeT
[ocTynHo aAnst obmeHa nHpopmaumeri ¢ SAP 24 vaca
B CYTKW, 7 OHEN B Hedento, BrageeT aHrmunCcKUm
SA3bIKOM U OOnagaeT AOCTaTOYHbIMWU 3HAHUAMU U
HaBblkaMu, 4TOOblI MOMOYb, B COOTBETCTBMM C
obsasatensctBamm  KnneHta no  HacTosiemy
OOKYMEHTY, B pelueHun npobnembl, nepeaaHHon B
SAP c lNpuoputetom 2; n

c) KnveHT HasHayaeT KOHTaKTHOE NMLO OJ1S OTKPbITUS
yAaneHHoro MoOAKMoYeHnst K cuctemMe W ans
npenocTaBneHus SAP HeobxoanMbIX
PEerycTpaumMoHHbIX AaHHbIX A BXOAA B CUCTEMY.
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2.7.4.

Exclusions.

The following types of incidents are excluded from the PSLAs:

2.7.5.

2.7.5.1.

2.7.5.2.

a) incidents regarding a release, version and/or
functionalities of SAP Software developed specifically
for Customer (including without limitation those
developed by SAP Innovative Business Solutions
and/or by SAP subsidiaries) except for custom code
built with the SAP development workbench;

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.

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;

2.7.4.

VickntoyeHus.

M3 PSLA uckntoyeHbl criegytowme Tunbl MHUWMOEHTOB:

2.7.5.

2.75.1.

2.75.2.

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

a) WHUMOEHTbl, OTHOCSLIMECH K BbiyckaMm, BEpCUSM
n/vnun pyHkumam MNporpammHoro obecneyeHns SAP,
KoTopoe paspabaTbiBanocb cneumanbHO  Ans
KnueHTa (B TOM 4Mcne nporpammHoro obecneveHus,
paspaboTtaHHoro opraHusaumen SAP Innovative
Business Solutions u/unn godYepHUMM KOMNaHUSMMU
SAP), 3a ucknio4eHneM nonb3oBaTeNnbLCKOro KoAaa,
CO3[4aHHOr0 C MOMOLUBK  MHCTPYMEHTasbHbIX
cpeacTs paspaboTkn SAP;

b) wHUMaeHTbl, OTHOCAWMECA K BepcusM  Ans
KOHKPETHbIX CTpaH, peann3oBaHHbIM KaK
napTHepcKMe  OOMOSIHEHWS,  paclUMpeHust  Unu

mMoandUKaLmKM, WCKNIOYalTCd, AaXe ecnu Takue
BEPCUU A151 COOTBETCTBYHOLLMX CTPaH Obinn co3aaHbl
camown komnaHven SAP unn ee AddurnupoBaHHbIM
nMuUoM; 1

C) MHUMAOEHTbI, OCHOBHOM NPUYMHOM KOTOPLIX ABMSETCHA
He HeucnpaBHOCTb, a OTCYTCTBME Kakon-nmbo
byHKUMOHANbHON  BO3MOXHOCTM  («3anpoc  Ha
pa3paboTky»), WNN WHUWAEHTbI, OTHECEHHble K
KaTeropum 3anpocoB Ha KOHCYMbTaLmio.

HeyCTOVIKa 3a HecobntogeHne YPOBHA cepBuca

CuuTaetcs, YTO onpedeneHHble Bbiwe 00s3aTenbcTBa
SAP cornacHo PSLA BbinOnHeHbl, ecnu crnyxba
conpoBoxaeHus SAP oTpearnpoBana B yCTaHOBMEHHbIE
Cpokun He MeHee 4em B 95% cnydaeB ot obuwero
Konu4yecTBa criyqaeB no Bcem PSLA 3a KaneHgapHbin
kBapTan. Ecnu B kakon-nnbo KanengapHbii kBapTan B
TeueHne Cpoka okasaHusa ycnyr ActiveAttention Knuent
HanpaBut MeHee 20 WHUMOEHTOB B COOTBETCTBUU C
BbllLeyKka3aHHbiMM PSLA (B COBOKYNHOCTM MO BCEM
PSLA), obsizatenbctea SAP no BbiweonncaHHsim PSLA
CUMTAIOTCS BbINOSIHEHHbIMK, ecnn SAP He npeBbicUT
ycTaHoBneHHble B PSLA cpoku pearnpoBaHus 6onee 4yem
AN OOHOr0 MHUMOEHTa B TeYeHMEe COOTBETCTBYHOLLENO
KaneHngapHoro kBapTtana.

B cooTBeTCTBUU C NonoxeHusamn nyHkTa 2.7.5.1 B cnydae
HecobnioaeHnss  yctaHoBneHHblx  CornaweHnem 06
ypoBHe cepsuca SAP Premium cpokoB «HeuncnonHeHue
PSLA») npumeHslOTCA  criegylowue npasuna wu
npoueaypbl:

a) KnneHT nucbmeHHo nHopmupyeT komnanunio SAP o
nto6om npegnonaraemom HeucnonHeHmn PSLA;
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2.8.

2.8.1.
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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) subjectto this Section 2.7.5, if based on the report, a
PSLA Failure is proved, SAP shall apply a Premium
Service Level Credit (“PSLC”) to Customer’s next
ActiveAttention Service Fee invoice equal to 0.25% of
Customer’s ActiveAttention Service Fee for the
applicable Calendar Quarter for each PSLA Failure
reported and proved, subject to a maximum PSLC
cap per Calendar Quarter of 5% of Customers
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
Customer’s well-founded claim for
received by SAP in writing; and

be applied unless notice of
PSLC(s) is

g) The PSLC stated in this Section 2.7.5.2 is Customer’s
sole and exclusive remedy with respect to any
alleged or actual PSLA Failure.

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;

2.8.

2.8.1.

b) SAP paccmatpuaeT nobble NpeTeH3nmn Takoro poaa
" npeacTtaenseT NMUCbMEHHBIN OTYeT,
noaTBepXaatoLLmi unu OnpoBeprarLLui
060CHOBaHHOCTb NpeTeH3nn KnmeHTa;

c) KnueHT okasbiBaeT padymHoe copenctsne SAP B
ycTpaHeHun nbbix npobrnem wunu npoLeccos,
npenATcTByOWMX BbinonHeHntio SAP CornaileHus
06 ypoBHe cepBuca SAP Premium;

d) CornacHo nyHkTy 2.7.5, ecnu cormacHo OT4yeTy
pokasaHo HeucnonHenne PSLA, SAP npumeHsieT
HeycToiiky 3a HecobniogeHne ypoBHS cepBuca
Premium («Heyctomka Premium»), koTopas
BKIIOYAETCA B Crnegylowmi CYET, BbICTaBMNSEMbIN
KnueHnTy 3a ycnyru ActiveAttention, B pasmepe 0,25%

oT CTOMMOCTM ycnyr ActiveAttention,
npepocraensemblx KnueHTy B COOTBETCTBYHOLLUIA
KanengapHbin KBapTan, 3a Kaxabln

noATBepXAeHHbIM oTY4eTOM cryvyan HewcnonHeHus
PSLA; npyn aTOM MakcMmarnbHas COBOKyMHasi Cymma
HeycToniku Premium 3a kaxgbii KaneHgapHbin
KBaptan He MOXeT nmpeBblwate 5% oT
ycTtaHoBneHHoro Ana Knuenta BosHarpaxgeHus 3a
ycnyrn  ActiveAttention, okasaHHble B Takom
KanengapHbin kBapTan;

e) KnueHt yBegomnseT SAP o nobbix npuynTaroLwmxcs
HeycTomkax Premium B TeyeHve 1 mecdua nocne
OoKoHYyaHusa KaneHgapHoro kBapTtana, B KOTOPOM
umerno mecto HeucnonHenue PSLA;

f) Heyctonku Premium He npumeHsoTCs B criyyae,
ecrnim SAP He nony4yaet ot KnneHta nucbMeHHoe
yBedomMneHne ¢ 0OOCHOBaHHbIM  TpeboBaHueM
ynnaTtuTte Heyctowky Premium; un

g) [llpepycmoTpeHHaa nyHktom 2.7.5.2 Heycrtonka
Premium aBnaeTcs €ANHCTBEHHbIM "
UCKMIOYUTENbHLIM CPEACTBOM MPaBOBON  3aLLUTbI
Knuenta B crnyyae npegnomaraemMoro  unm
gakTuyeckoro HencnonHeHuns PSLA.

Ycnyrm SAP Product Engineer on Demand

Ecnu cTtopoHbl He goroBopunuce 06 nHom, Ycnyru SAP
Product Engineer on Demand («Ycnyru PED»)
npeaocTaBnsAlTCS Ha yAaneHHom ocHoBe n
obecrneymBadT BO3MOXHOCTb 0OpaTUTBCS K MHXEHepy
ycnyr nopgaepxkn SAP («MHxeHep-pa3paboTumk») 3a
KOHCynbTauMen no BOMpocaMm, B TOM  4uCrle,
OTHOCSALLMMCS K CneayroLmmMm obnacTtam:

a) aHanu3 HemcnpaBHOCTEN UM OLWNGOK;

b) peleHne Npobrem nUnm BpEMeHHOE peLleHuE;
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2.8.2.

2.8.3.

2.8.4.

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

c) best 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
functionalities of the Production System application
components developed specifically for Customer
(including, without limitation, those developed by SAP
Innovative Business Solutions and/or by SAP
subsidiaries);

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

2.8.2.

2.8.3.

2.8.4.

C) nepeaoBble METOAUKU; U1

d) paspaboTka nporpaMMHOro obecneveHus.

Yenyrm PED npepocTtaBnsloTca  MCKMOYUTENBHO ANA
NPUKNagHblX KOMMOHEHTOB [1poAyKTUBHBIX CUCTEM U
COOTBETCTBYIOLMX YCTaHOBOK KnuveHTa, ykasaHHbIX B
npunaraemoMm Kk [lorosopy OnucaHum obbema ycnyr
ActiveAttention.

UTtobbl HavaTb wucnonb3oBaHve Ycnyr PED, KnueHt
HanpaBnseT coAepXalui BCe [feTanu 3anpoc Ha
npefocTaBrieHne MNOAAEPXKKU Ha aHIMUACKOM  A3blKe
yepes UHpacTpykTypy nogaepxkm SAP B cOOTBETCTBUU
C [Oe!CTBYIOLWEN Ha MOMEHT OTnpaBku npoueaypom
nepejaun  MHUMOEHToB U coobwaet  UHxeHepy-
pa3paboT4MKy HOMEpP COOTBETCTBYIOLLEro MHUNAEHTA, NO
koTopoMy WHxeHep-pa3paboTymKk OOIMKEH NPEANpUHSTL

ornpegeneHHble nencTeus. Yenyrn PED

NpPeaoCTaBnNSATCS TONbKO B OTHOLLEHUN:

a) WHUWOEHTOB, KacaroLmxcs yKa3aHHbIX B
npunaraemom kK florosopy OnucaHum obbema ycnyr
ActiveAttention npuKNagHbIx KOMMOHEHTOB
MpoayKTUBHbIX cucTem, KoTopble

knaccudmumpytotca SAP  kak uvmetowme craTtyc
«HeorpaHu4eHHas nocTaskay, u

b) wHUMOEeHTOB, KacalwmMXCs BbIMYCKOB NpPUKNagHbIX
KOMMOHEHTOB pOAYKTUBHBLIX CUCTEM, Ha KOTOpPble
pacnpocTpaHsitotcst  ycrnosusi  OCHOBHOTO — u/unu
PaclmpeHHoro conpoBoXaeHus.

Ycnyrn PED He BkntoyaloT B cebs ycnyrv no BHEAPEHUIO
UNN npepocTaBrneHne yaaneHHbIX YCnyr, OOCTYMHbIX B
pamkax Mpunoxenns o nogaepxke. Kpome Toro, Ycnyru
PED He NpyMeHS0TCA B OTHOLLUEHUN:

a) VHUWOEHTOB, CBSA3aHHbIX C BEPCUEN, BbIMyCKOM UNn
bYHKLUMOHANbHBIMU BO3MOXHOCTSIMU MPOrPaMMHbIX
KOMMNOHEHTOB [1pOAYKTMBHbLIX CUCTEM, KOTOpble
paspabaTeiBanucb cneuunansHo ans KnveHTta (B Tom
yncne opraHmnsaumven SAP Innovative Business
Solutions u/vunn goyepHumn komnaumsamu SAP);

b) wHUMOeHTOB, cCBSI3aHHBIX C  BepcuaMW  AnNS
KOHKPETHbIX CTpaH, He BXO4sAWMMM B COCTaB
nporpamMmMHbIX KOMMNOHEHTOB [1pOAYKTUBHBLIX CUCTEM,
a peanu3oBaHHbIMM B BuAE  MAPTHEPCKMX
OOMNOSTHEHUI, pacLUMPEHUn nnn moandmkaumin, gaxe
€CNnu Takne Bepcum cosgaHbl komnaHnen SAP nnu ee
AddunnpoBaHHbLIM NULIOM; U

C) MVHUWAOEHTOB, OCHOBHOM NPUYNHOMN KOTOpPbIX
SIBMNSIETCS HE HEeUCnpaBHOCTb, @ OTCYTCTBME KaKON-
nmMbo byHKLMOHANbHOW BO3MOXHOCTU («3amnpoc Ha
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2.8.5.

2.8.6.

2.8.7.

2.9.

2.9.1.
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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 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 (“AIM”) 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,

2.8.5.

2.8.6.

2.8.7.

2.9.

2.9.1.

pa3paboTky»), WNU WHUUOEHTOB, OTHECEHHbLIX K
KaTeropum 3anpocoB Ha KOHCYNbTaLMIo.

Ons kaxgon KoMOUHaLUuWM MpUKNagHOro KOMIMOHEHTa
MpoayKTUBHOM CUCTEMbI U YCTAHOBKW, ONpeferieHHoN B
npunaraemoMm Kk [lorosopy OnucaHum obbema ycnyr
ActiveAttention, SAP  HasHavyaeT 1 WHxeHepa-
paspaboTumka B TeueHune 4 Hegenb nocne [atbl Havana
npepoctasnenua ycnyr PED. HasHauyeHHbIn VIHxXeHep-
paspaboTtumk OyaeT MCnonHATL CBoM 06A3aHHOCTUM B
TeyeHve 8 uvacoB B nepuog mexgy 8:00 m 18:00 B
06blyHbIE  pabouve AOHW, ucknyas  oduumanbHble
npasgHukM  ans  3apernctpupoBaHHoro odmca SAP,
CBSI3aHHOTO c yCTaHOBKOWN, Ha KOTOpyto
pacnpocTtpaHaTca Ycnyrm PED («Bpemsi paboTbl
ochuca PED»).

KnueHT  MoXeT  HasHauuTb  KBanM@UUUPOBAHHbLIX
COTPYAHMKOB CBOEro OKCNepTHOro LeHTpa knveHta SAP,
BNafewLwmnx aHrmMnckumM a3blkoM (B KONUYECTBE, He
npeBbILLAoLWLEM yKa3aHHOro B npunaraemom kK [lorosopy
Onncannn obvema ycnyr ActiveAttention), B kadecTtBe
KOHTakToB Ana cBsA3uM («KoHTakTHble nuua PED
KnueHTa») ana kaxgonm kombuHauum npuknagHoro
KoMnoHeHTa [lpogoyKTMBHOM cUCTEMbI UM HOMepa
YyCTaHOBKM, onpederneHHon B npunaraeMom Kk Jlorosopy
Onncavmn  obbema  ycnyr  ActiveAttention, n
npefocTaBnsieT KOHTaKTHble [aHHble (BKMo4vas agpec
3NEKTPOHHON NOYTbl U HOMep TernedoHa), C NMOMOLLbIO
KOTOpbIX MOXHO OyneT B noboe Bpemsi cBsA3aTbCA C
TakmMm KoHTakTHbiM nuuom PED Knuenta wunu ero
YMONHOMOYEHHbIM NpeacTaButenem. KoHTakTHoe nuuo
PED KrnveHTa [OMKHO 3aHMMaTb OOJDKHOCTb, KOTopas
no3sonsetr OblTb  MOMIHOMOYHBIM  MpeacTaBUTENEM
KnueHTa ¢ npaBoM NpUHATKS OT €ro MMeHU HeoBXoaUMbIX
PELUEHNA UM OpraHM3auun NPUHATUS TakUX peLUeHUn
6e3 HeobocHoBaHHOW  3agepxkku. Ycnyrm  PED
npeaocTaBnAlTCA UCKIIOUNTENBHO Ha3Ha4YeHHbIM
KoHTakTHbiM nuuam PED KnunenTa.

B kavectBe noaroToBku K npegoctasneHuio Ycnyr PED
KoHTtaktHoe nuuyo PED KnueHta u  HasHaveHHble
WHxeHepbl-pa3paboTymkMm COBMECTHO NPOBOAAT OOHY
obsa3aTenbHyt0 HaACTPOWKY YCnyrun Ans 3aTparMBaembixX
COYeTaHWI NPOrpaMMHOrO KOMMOHeHTa [lpoayKTMBHOW
cucTeMbl n YCTaHOBKM. Takas HacTpolika
OCYLLIECTBNSAETCA B COOTBETCTBUM CO CTaHAapTamun wu
TpeboBaHusiMM gokymeHTaumm SAP.

Ycnyrn SAP Accelerated Incident Management («AlM»)
SAP obecneusBaeT CBfi3b C  a@HINIOrOBOPSLLUM

coTpyaHukoM B cnyxbe nopaepxkn SAP («MeHepxkep
SAP no uHuupgeHTamy») ¢ 08:30 go 17:30 no mecTHomy
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2.9.2.

2.9.3.

2.9.4.

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

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
session(s); and

process empowerment

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.

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

2.9.2.

2.9.3.

2.9.4.

BPEMEHM C NOHeAenNbHUKa No NSTHULY, ECINIU CTOPOHbI HE
A0roBOopunmMcb 06 MHOM B NMUCbMEHHOW hopMe, C LIENbIO
npefocTaBneHnss nogaepxkn KnueHta B ontummsaumm
obpaboTtkm wuHUmMpeHtoB ¢ [lpuoputetammn 1 wn 2,
onpefeneHHblx B cooTBeTcTBytowem CornawexHun o
nogaepxke SAP. MeHemxkep SAP no wuHumgeHtam
Ha3Ha4aeTca B TeuyeHue 6 Hedenb Mocne MoanucaHus
HoroBopa.

MeHemxkep SAP no nHumaeHTam obecneunBaeT:

a) MOHUTOPUHr cTatyca o6paboTkm uHUMAEHTa W
npeanpuHMMaemMblX OEACTBUMA ANs WHUUOEHTOB C
Mpuoputetamu 1 n 2;

b) npenocTtaBrieHmne oT4eToB No TpeHaam, CBA3aHHbIM C
uHumpeHtamn KnmeHta Bcex npuoputeTos B
Bbl6paHHbIX cucrtemax;

C) TnpoBefdeHWe  CeaHCoB MO  pacnpenerneHuio
MOfMHOMOYMI B pamMKax Mfpouecca ynpasreHus
VHUMOEHTaMu;

d) nepvoguyeckoe  npoBedeHWE — OUCTAHLUMOHHBIX

coBellaHuii ¢ KnueHTOM Mo BompocaMm cTaTtyca
nHumaeHTos Knuexra.

Kpome Toro, SAP HasHayaeT MeHemxepa No peLueHuto
KPUTUYECKMX CUTYaLUUM U3 Ynucna COTPYAHMKOB CryxXObl
nopaepxkn SAP anst aMcTaHUMOHHOIo KOOPANHUPOBaHUS

paboT w/vnn  oOka3aHus  NOMOLWM  Ha3HAYEHHOMY
KnveHTOM  KOHTaKTHOMY nuuy N0 ynpaBlieHuto
(«KKoHTakTHOe NULO  KNUeHTa») B  OTHOLUEHWUM

WHUMaeHToB ¢ Mpuoputetom 1. MeHeaxep no peLueHnto
KPUTUYECKUX CUTyauui HasHadYaeTcs npubnuanTensHo
yepes 1 yac nocne 3anpoca KnueHTa,
3aJ0KyMEHTUPOBaAHHOIO B MHUMAeHTe ¢ Mpuoputetom 1.
HasHayeHHbI MeHemKep MO PELUeHN0 KPUTUYECKUX
cutyaumin OyoeT [oCTyneH Ana B3aMMOAEWCTBUS C
KoHTakTHbIM nuuom KnneHta oo HactynneHus Hambonee
paHHEero 13 cneayLwmx coobITUIA:

a) paspelleHre UM BpEMEHHOE peLLeHEe UHUMAEHTA C
Mpuoputetom 1;

b) cHwxkeHue [puoputeta 1 wHUMaeHTa Ao Oonee
HU3KOTO YPOBHS;

C) nNpuHATME CTOPOHaMU COrfnalleHns O npekpalleHnn
NOSTHOMOYUI Ha3Ha4YeHHoro nuua SAP.

Yenyrim AIM  npefocTaBnstoTCAa TOMbKO B OTHOLUEHUU
WHUMOEHTOB, CBSA3aHHbIX C BbIMYCKOM [1porpammHoro
obecneveHnss SAP, Ha KkOTOopoe pacnpocTpaHsTCs
yCcrnoBus OcHoBHoro unm PaclumpeHHoro
COMNPOBOXAEHMS.
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2.95.

2.9.6.

2.9.7.

2.10.

3.1.

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

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 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.

2.95.

2.9.6.

2.9.7.

2.10.

3.1

Yenyrm AIM  npefocTaBnsitOTCA  UCKIIOYUTENBHO  Ans
KOMOMWHaLMA NpoayKTuBHbIX ycTaHoBOoK Knnenta u SID
n/unun kombrHauun O6nayvHbix ycnyr SAP 1 yCTaHOBOK,
yKkasaHHbIX B npunaraemom Kk [forosopy OnucaHun
obbema ycnyr ActiveAttention. KnueHT moxeT BbiGpaTh
Yenyrm AIM gna O6nadHbix ycnyr SAP, ykasaHHbIX B
SAP-HOTe 2649568.

KnneHt moxeT HasHauuTb A0 3 KBanMdULMPOBaHHBLIX
KOHTaKTHbIX UL, BNagelowmnx aHrmnMncKUM  sI3bIKOM
(«KoHTakTHbIe nuua AIM KnueHTa»), n npegoctasnseT
KOHTaKTHble AaHHble (B YAaCTHOCTW, afpec 3NeKTPOHHOMN
noytel M Homep TenedoHa), Mo KOTOPbIM MOXHO
ceaAsaTbea ¢ KoHTakTHbIM nuuom AIM KnueHta. Ycnyru
AIM npeaocTaBnsATCS WUCKMOYUTENBHO Ha3HAYEeHHbIM
KoHTakTHbiM nuuam AIM KnnenTa.

B pamkax noprotoBku kK npepocTtasnexHuto Ycnyr AlM
KoHTaktHble nmua AIM  KnveHTa ©  Ha3HaveHHbIN
MeHemxkep SAP no vHuugeHTaMm COBMECTHO npoBoaAaT 1
nepBMYHOE YCTAaHOBOYHOE AMNCTaHLMOHHOE cobpaHue.

basoBasi nogaoepkka WHHOBALUMOHHBIX BM3HEC-peLleHnn
SAP («Moapepxka IDP»).

Moppepxka IDP BknovaeT B cebsa ycnyrn obpaboTku
Co00LLEHN 00 MHUMAEHTAX, U3NOXEHHbIE B [JononHeHnn
1 K HacToswemy [JOKYMeHTy, Ans Bcex PyHKuun,
npepoctaensiemblx KnueHty ©u  NpUHMMaeMbiX UM
cormacHo Onucanmam obbema paspabotok SAP
Innovative Business Solutions no ycnosusim Jorosopa,
yKasaHHbIX B npunaraemom Kk [orosopy Onucanum
obbema ycnyr ActiveAttention («OnucaHma obGbema
ycnyr  Mopaepxkn IDP»), 3a  MCKMOYEeHNEeM
nporpaMMHoro obecneyeHusi, K KOTOPOMY NPUMEHSIHOTCS
OTAenbHble CcOrnalleHnss O nogaepxke  (KoTopble
BKITIOYaT, nomumo npoyero, ycnyrn SAP Enterprise
Support nnn SAP Product Support for Large Enterprises).

YMPABNEHUE B3AUMOOENCTBUEM

Kaxpgas CTOpOHa HasHa4vaeT MeHeoxepa
B3anmopencTemi. MeHeoxep B3auMOAEWCTBUMA  CO
cTopoHbl SAP HasHauaeTcsi Ha ponb MeHemxkepa no
TexHudeckoMy kadectBy SAP Foundation. MeHemxep
B3aMMOAENCTBUIA CO CTOpOHbI KnneHTa gormkeH BnageTb
@HIMUACKMM A3bIKOM U MMETb MOSTHOMOYMS NPUHMMATb

Heobxoaumble peleHns oT uMeHn KrnveHta wnm
cofencTBoBaTb MPUHATUIO  Takmx  peweHun  6es
HeonpaBAaHHbIX  3adepKek. Takune MeHepxepbl

B3auMMoOAeNCTBUA OyayT TECHO COTpyAHuYaTb Apyr C
APYroM Ans agMUHUCTPUPOBaHUS ycrnoBuii CornatueHns.
Yenyrm ActiveAttention, BbIMmonHsemMble Ha3HaY€HHbIMU
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3.2.

3.3.
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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 project organization and
planning.

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

SAP Cloud Governance

If Customer has subscribed to SAP Preferred Care, cloud
edition, and/or SAP Preferred Success, cloud edition, the
Support Experts (as defined in the Support Policy for SAP
Cloud Services) will be included into the ActiveAttention
Services engagement management governance [i.e.,

3.2.

3.3.

cneumanuctamm  SAP,  koopauHupyet
B3aMMOLENCTBUI CO CTOPOHbI KnneHTa.

MeHemxep

Kpome Toro, CTOpoHbI NPOBOAAT perynsipHbie CoBeLLaHms
Ha ypOBHE PYKOBOACTBa B TeYeHWe nepuoa okasaHus
Yenyr  ActiveAttention («CoBelyaHusy»). Takne
CoBellaHnsa NpoOBOAATCS He pexe 4Yem pas B kBapTarn,
4aTbl 1 BpEMS MX NPOBEAEHNS COrnacyTcs CTOPOHaMU.
Lleno CoBewaHun — paccMoTpeHue, obcyxaeHue wu
cornacoBaHue JONONMHUTENbHbBIX Mep, HE0BX0AMMbIX ANs
achpekTmBHOrO okasaHusa Ycnyr ActiveAttention, ncxoga
M3 TeKywero cratyca Takux ycnyr. Ha kaxgom
CoBelwlaHun Takke paccMaTpyBaeTcss OTYeT O Xoae
BbIMOMHEHNSA YCRyr B OCHOBHbIX 06nacTsax, BKMNoYas
cnepgytowime acnekTbl:

a) OueHka Xxoda BbIMOMHEHUS  COOTBETCTBYHOLLEW
nporpammbl npegoctasneHus Ycnyr ActiveAttention
B COMOCTAaBMEHUN C COrNacoBaHHbIMW aKTyarbHbIMU
acnekrtamu, KM4eBbIMU nokasarensmu
3(pPEKTMBHOCTM M NNaHOM B3aMMOAEWCTBUA B
pamkax Ycnyr ActiveAttention;

b) BbiABNeHne puckoB nvnu 3aepxKekK,
npeacTaBnsoWMX  Yyrposy  NpPOU3BOAMTENLHOCTU
nporpammHbIX pelueHnn SAP KnneHTa, Bknovas
pekoMeHAaLUMMN MO CHUKEHMWIO PUCKOB;

C) peanusauns pekomeHgaumnn SAP;

d) obcyxaeHve akTyanbHbiX npobnem w  nobbIx

3anpocoB HAa USBMEHEHUA OT obeunx CTOpPOH; 1

e) noapoGHas nHdopmMaLus, OTHOCSALLAsACA K
opraHv3aumm 1 NNaHUPOBaHMIO MPOEKTA.

OtuyeTbl AOna  coBewaHun rotoBaTca MeHemxkepom
B3aMMOAENCTBUIA CO CTOPOHbl SAP 1 HanpaensalTcs Ha
yTBepxxaeHne MeHemxepy B3anMOAENCTBUIA CO CTOPOHbI
Knunenta. Ecnn MeHepxep B3anMOAenCTBUA CO CTOPOHbI
KnueHta He ocnopun oOT4eT B MNMCbMEHHOM dopme,
HanpaBMB 3anpOCkl HA KOHKPETHLIE U3MEHEHWS B TEYEHNE
30 pabouux gHer nocne ero nony4veHus, otT4yeT Oyaet
cuntatbca noateepXaeHHbiM  KnveHtom.  CTOpOHbI
06sa3yloTca  gobpocoBecTHO  COTpyaHu4aTb  Mpwu
paccMOTPEHUN BCEX 3arnpOCOB HAa U3MEHEHME OTYeTa U
NoAroTOBKE OKOHYATENbHOW pefaKkumu, KOTopas OOIMKHa
ObITb YyTBEPXXAEHA U NPUHSATA CTOPOHAMMW.

Ynpasnenne SAP Cloud

Ecnn KnueHt nognucanca Ha SAP Preferred Care,
obnauHbin  Bbinyck, wu/unu SAP Preferred Success,
obnayHbIf BbIMYCK, Ha nepuoa AencTBus [JoroBopoB O
npepoctasneHun ycnyr SAP  ActiveAttention  unu
noanuckn Knuenta Ha SAP Preferred Care, obnaynbin

23



3.4.

5.1.

5.2.
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participate in Executive Meetings, coordinate activities
with the designated Engagement Manager(s)] described
in this Section 3 during the term of the ActiveAttention
Services and for so long as Customer continues to
subscribe to SAP Preferred Care, cloud edition, and/or
SAP Preferred Success, cloud edition.

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

CUSTOMER REQUIREMENTS

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

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

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

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

GENERAL PROVISIONS

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.

To ensure efficient communication, the language for the
delivery of ActiveAttention Services will be English.

3.4.

5.1.

5.2.

Bbinyck, wwunun SAP Preferred Success, obnayHbin
Bbinyck, Cneuuanuctel MO  CONpoBOXAeHWO (B
COOTBETCTBMM C OMpefdeneHvem 3Toro TepMmHa B
MonuTtuke conpoBoxaeHust ana O6nayvHbix ycnyr SAP)
oyayT BKITHOYEHbI B npouecc ynpaBneHus
B3aumogencrsmem B pamkax  OCHOBHbIX  ycniyr
ActiveAttention [Hanpumep, ans ydactmua B CoBeLlaHusix
Ha YpPOBHE pPYKOBOACTBA, KoOpAuHauuW [OencTBUn C

Ha3HaYeHHbIMU MeHepxepamu B3anmoaencTeum],
ONUCAaHHbLIN B NyHKTe 3.
CoTpyaHuyecTBo CO  CTOPOHHMMU napTHepamu-

KoHcynbTaHTamn KnuneHta («MapTHepbl
ABNAETCA  KPUTUYECKU  BaxHbIM  AnS
B3aMMOZENCTBMA B  pamMkax  OTAeNbHbIX
ActiveAttention.  KnueHt  0bsa3yetca  obecneuntb
cobniogeHne [MaptHepom KnueHta obsizatenbcTs
KnueHTta, ycnosui Hactosiwero Onucanus  ycnyr
ActiveAttention n npunaraemoro k Jorosopy OnucaHus
obbema ycnyr ActiveAttention, a Takke roTOBHOCTb
MapTtHepa KnueHTa cotpygHumyate ¢ SAP B cnydae
o6ocHoBaHHOro 3anpoca SAP 0 TakoM COTPYAHNYECTBE B
uenax BbINOMHeHnss SAP  cBoux  06A3aTenscTBs,
npegycMoTpeHHbIXx Onucanvem ycnyr ActiveAttention u
npunaraemelm Kk [oroBopy OnucaHvem obbema ycnyr
ActiveAttention.

KnueHTa»)
ycrneLHoro
Yenyr

NOTPEBHOCTWU KNUEHTA

Yenyrm  ActiveAttention, nepeuncneHHble B [orosope,
NpeaoCcTaBnsATCsS NPy yCnosuu, 4to KnueHt:

a) perynspHo onnayveaeT BCe YyCryru NOAAEPXKKN (T. €.
cTtoumocTb ycnyr Enterprise Support unun ctoumoctb
ycnyr Product Support for Large Enterprises) no
JInueHanoHHoOMy foroBopy;

b) BbINonHsieT WHble ob6s3aTenbCTBRa,
npeaoycMoTpeHHble  JIMUEH3MOHHBIM  [JOrOBOPOM,
O6wmmmn  ycnosusimu, LoroBopom u OnucaHuem
ob6bema ycnyr ActiveAttention; n

c) obecneuynBaeT yaaneHHoe coeaMHeHue W JocTyn K
OaHHbIM B COOTBETCTBMM C [lpunoxeHnem o
NoafepsKKe.

OBLLUUE NMONOXEHNA

HasHaveHHble Crneumanuctel  cnyx0Obl  BCTPOEHHOMN
noaaepXkkM UMEeKT MpaBO Ha CTaHAApTHbIA ANs  UX
OOJDKHOCTM €XerodHblii OTMYCK COrfacHo UX TpyaoBOMY
porosopy ¢ SAP nnn AddunmuposaHHbiM nuuom SAP.

B uensax adpeKkTmBHOM KOMMYHMKaLMKU Bce obLeHne npu
okasaHum Ycnyr ActiveAttention BegeTtcsa Ha aHrnuckom
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5.4.

5.5.
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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
entitled to terminate the ActiveAttention Services Scope
Document(s) to any Order Form(s) affected by such scope
change(s) with effect at the expiration of this 90 day
period. If Customer does not terminate within such period,
the changes are deemed to be accepted by Customer.

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.

5.3.

5.4.

5.5.

a3blke. WMHdopmaumsa, Heobxogumas ans  okasaHus
OTAeNbHbIX Yenyr ActiveAttention, [oJmKHa
npegoctaBnATbca cneumanuctam SAP Ha aHrnuickom
A3bIKE.

HasHayeHHble cneuuanucTsl SAP (Bkrtovas
HasHayeHHblX CneunanuctoB  cnyxbbl  BCTPOEHHOM
NoaAepXKk1) MOryT B OTAENbHbIX Cryyasix OkasblBaTb
Yenyrn ActiveAttention, npegycMOTpeHHble HacToALWMUM
OOKyMeHTOM, 13 odmca SAP.

SAP mMoxeT B nboe Bpems pa3 B rog W3MEHUTb
npegnaraembin  06bem Ycnyr ActiveAttention ans
cornacoBaHus [ YCOBEPLUEHCTBOBAHNSIMM B
MporpammHom obecnedeHun SAP u  TexHonorusx,
HanpasuB NpeaBapuTENbHOE NMCbMEHHOE YBEAOMITEHNE
3a 90 gHen, Npu ycnoBuu, 4YTo TakMe namMeHeHns obbema
Yenyr ActiveAttention npuMeHsI0TCA KO BCEM KrMeHTam
SAP c aHanormyHbiM MECTOMONOXEHNEM, C KOTOPbIMU
3aKnoYveHbl gorosopbl Ha Ycnyrm ActiveAttention Ha
TepputopuKn, OMpedeneHHo B  COOTBETCTBYHOLLEM
JlnueHnanoHHom porosope SAP. Ecnu SAP ucnonbayet
cBOE nNpaBO W3MEHUTb OObLEM B COOTBETCTBMM C
HacToAWMM nyHKTOM 5.4, HO Takoe W3MEHeHue
okasblBaeTcsa HenpuemnemblM ansa KnueHta, nocnegHui
BrpaBe OoTka3aTbcs OT [JoroBopa B yacTu obbema ycnyr
ActiveAttention, 3aTparMBaemMblx 3STUM U3MEHEHUEM;
oTKa3 ot [JoroBopa B 4acTu 3TMX YCNyr BCTynaeT B CUny
no ucrteyeHum ykasaHHoro nepuoga B 90 gHen. Ecnu
KnueHT He oTkasbiBaeTcs OT [JoroBopa B 4acTu 3TuUX
ycnyr B TeYeHWe yKa3aHHOro nepvoga, TO Takue
N3MEHEHUS CUMTAOTCS NPUHATBEIMU KneHToM.

CtoumocTb ycnyr mMoxeT ObiTb M3MeHeHa oauH pa3 B
KanengapHOM rofy € npegBapuTenbHbIM MUCbMEHHBLIM
yBegomneHnem Knmenta 3a 90 pgHen. Ecnm SAP
ucnonb3yeT CBOEe NpaBo Ha U3MEHEHUE CTOMMOCTM yCryr
B COOTBETCTBMM C HACTOSILLUMM MYHKTOM, HO Takoe
M3MeHeHWe okasblBaeTcs HenpuemnemMbim ans Knuexta,
nocregHui Bnpaee oTkas3atbcs OT [loroBopa B 4acTtu
obbema ycnyr ActiveAttention, koTopble 3aTpOHYo Takoe
M3MEHeHMe CTOMMOCTM, HanpasBuB B SAP nncbMeHHoe
yBegomneHue B TeveHne 30 gHen ¢ MOMEHTa Nnony4eHus
KnueHtom yBegomneHus SAP o Takom nameHeHuu; otkas
oT [loroBopa B 4acCTu yKasaHHbIX YCIyr BCTynaeT B CuIly
MO OKOHYaHMU TEKYLLLEro KarneHaapHoro roga, B KOTOPOM
ObiNo  OoTMpaBneHo yBegoMmieHMe 06 U3MeHeHun
ctoumocTtn ycnyr. Ecnn KnveHT He oTkasbiBaetcss OT
[oroBopa B TeuyeHue yKa3aHHOro nepvoa, U3MeHeHust
pa3mepa CTOMMOCTU YCIyr CYMTalOTCA MNPUHATBIMU
KnneHTtom.
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5.6. ActiveAttention Services will terminate effective the same 5.6.
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 SAP Standard Support.

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

OkasaHne  Ycnyr  ActiveAttention  npekpaluaetcs
OOHOBPEMEHHO C:

a) npekpallieHuem no nboMy OCHOBaHWUID AEWCTBUS
JINLEH3MOHHOrO JoroBopa B YacTu OKasaHusl yCryr
noaaepXku no MpunoxeHuto o NoaaepxKe ; Unu

b) nepexogom KnueHTta, saknioumBlUErO [OroBOP Ha
ycnyrn SAP Enterprise Support nnm SAP Product
Support for Large Enterprises, Ha ycnyrm SAP
Standard Support.
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Exhibit 1

SAP Baseline Support for Innovative Business Solutions

1.1.

1.2.

1.3.

1.4.

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

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.

DEFINITIONS

“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.

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

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

“Production System”: For the purposes of this Exhibit,
the reference to “Production System” means a live

OdononHeHwue 1

OcHoBHasa noaaepxKa UHHOBALIMOHHbLIX OM3HecC-peLleHn

1.1.

1.2.

1.3.

1.4.

SAP

Hacrtoswee [JononHeHwe perynupyeT okasaHue ycrnyr
Baszosow nogaepxku SAP Ans MHHOBALUMOHHbIX OM3Hec-
pewenni («Mopnepxka IDP») ana Bcex PyHkuun (B
COOTBETCTBUM C ONpeaerneHnemM, NpUBEAEHHbIM HUXE B
nyHkte 1.3), 3a  WCKNIOYEHMEM  NPOrpaMMHOro
obecneyeHns, K KOTOPOMY MPUMEHSIIOTCA OTAENbHbIE
cornawleHuss o noaaepxke (BKMovarowme, nOMUMO
npouero, ycnyrn SAP Enterprise Support u SAP Product
Support for Large Enterprises).

ONPEOENEHMA

«Ba3oBoe nporpammMHoe o6ecnevyeHue»: B KOHTEKCTE
HacTosLero HononHexus TEPMUH «basoBoe
nporpammHoe obecriedeHne» o3HadaeT [porpaMmHoe
obecneyeHne SAP, OT KOTOPOro 3aBUCUT N Ha OCHOBE
KOTOpOro ocylecTBnseTcs yCTaHoBKa "
ucnone3oBaHue PyHkumi. Hactosiwee [lononHeHve He
npegycMmaTtpuBaeT MpefoCTaBreHne MNUUEH3UA  Ha
BasoBoe nporpammHoe obecneveHne, Takme NMUEeH3nm
npruobpeTarTca OTAENbHO.

«To4yka KOHTaKTa C KIIMEHTOM». B KOHTEKCTE
HacToswero [ononHeHns TepmmnH «Toyka KOHTakTa C
KIMEHTOM» O3HavaeT cepTudunumpoBaHHbin  LleHTp
akcneptusbl  knveHta («U3K») wnm  paboTHukos
KnneHTta, ynonHoOMouYeHHbIX 3anpailumeatb [logaepxky
IDP. DYHKUNOHMpPOBaHUE L3K perynupyetcs
COOTBETCTBYWOLMMY  ycnoBusaMu  [punoxeHus o
nogaepxkke. B cnyyae otcytctBus LQK  KnmeHt
06sa3yeTcss NWCbMEHHO NOATBEPAUTH  HasHa4deHue
paboOTHMKOB M3 4mMcna CBOEro nepcoHarna, KOTOpbIM
OyoyT paHbl MonHoMouus 3anpaiwumBaTtb [loaaepikky
IDP.

«@DYHKUMU»: B KOHTEKCTE HacToswero [ononHeHus
TEPMUH «DYHKUMMNY O3Havaet nporpaMmMHoe
obecneveHre unu yHKLUMOHAmNbHY BO3MOXHOCTb U
COOTBETCTBYIOLLYIO [OKYMEHTaUMO, MNpUobpeTeHHbIe
KnuenTtom y SAP no ycnosusam OnucaHuin obbema ycnyr
c npaBom noggepxkn IDP, nepedncneHHblx B
npunaraemom k [HoroBopy Onucanun obbema ycnyr
ActiveAttention.

«MpoaykTMBHas cucteMa»: B KOHTEKCTE HaCTOSILLENO
JononHeHnss TepMuH  «MpodykTUBHAs — cucTeMa»
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1.5.

2.1

2.2.

2.3.
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system on which the Features are installed, that is used
for normal business operations and where Customer’'s
data is recorded.

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

SAP BASELINE SUPPORT FOR INNOVATIVE
BUSINESS SOLUTIONS

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

IDP Support for those IDP Support Eligible Scope
Document(s) where Customer's acceptance of the
Features will occur during the ActiveAttention Services
Term of an ActiveAttention Services Scope Document to
an Order Form, will commence as of the first day of the
month following Customer’s execution of an amendment
to the Order Form activating IDP Support pursuant to an
ActiveAttention Services Scope Document to an Order
Form. All other SAP Software licensed by Customer
under the License Agreement is explicitly excluded from
the IDP Support services provided under this Exhibit.

IDP Support is provided during IDP Support Office Time
and includes the following:

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

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

c) Support packages for Features - correction
packages to reduce the effort of implementing single

15.

2.1.

2.2.

2.3.

O3HayaeT [eNCTBYIOLLYD CUCTEMY QAN YCTaHOBKU
®yHKLMIA, KOTOpast ncnonb3yeTcs AN 0Obl4HbIX BU3HEC-
onepauMn M B KOTOPYK 3anuCblBalOTCA [AaHHble
KnneHra.

«MporpammHoe obGecnevyeHne SAP»:. B KOHTEKCTe
Hactoswero [ononHeHns TepMuH «[lporpammHoe
obecneyeHne SAP» o03HayaeT BCe MNporpammHoe
obecneuyeHne, Ha koTopoe KnwmeHT npuobpetaet
nvueHsun y SAP no JIMueH3MoHHOMY IoroBopy.

BA3OBAA NOAAEPXKA
BU3HEC-PELLEHUA SAP

MHHOBALIMOHHbIX

Mopnepxka IDP npepoctaBnseTcs B paMkax A4aHHOIo
[ononHeHNss UCKIMYUTENBHO B OTHOLUEHUN PYHKUWNA,
MOnMyyYeHHbIX W  NpUHATLIX  KnveHTom  cormacHo
Onwncanusim o6bema ycnyr ¢ npaBoMm nopaepxku IDP,
nepeyncneHHbIM B npunaraemom k [lorosopy Onucanum
obbema ycnyr ActiveAttention. Ycnyru MNopaepxku IDP
pacnpocTpaHsaTca Ha PyHKLUMKM € Bbinyckamn basosoro
nporpamMmmMHoro obecneyveHuns " B cpeae
nHOpMaUMOoHHBIX TexHornorun («UT»), onpegeneHHomn
B cooTtBeTcTByOWMNX OnncaHuax obbema ycnyr c
npasom nogaepxkn IDP 1M B CBSI3aHHOM C HUMM
OOKYMeHTauuu.

Moppepxka IDP B oTHoLeHnM Onucanuin obbema ycnyr
¢ npasom nogaepxku IDP, B KOTOpbIX Nnpuemka ®yHKLuiA
KnuenTom ocyuecTtensaeTcs B TedeHne Cpoka okasaHus
ycnyr ActiveAttention u3 npunaraemoro k [dorosopy
OnucaHus obbema ycnyr ActiveAttention, HauMHaeTcs B
nepBbIi AeHb Mecsila, cregylLwero 3a Mecsilem, B
koTopom KnueHT npuHsan nonpaeky Kk [orosopy,
aktusupytowyto Mognepxky IDP B cooTtBeTcTBUM C
nonoxeHusMu npunaraemoro k [Horosopy Onwucanus
obbema ycnyr ActiveAttention. Bce ocTanbHoe
MporpammHoe ob6ecneyeHne SAP, npuobpeTaemoe
KnveHtom no JlMueH3nMoHHOMY [OOroBopy, npsiMo
ucknovaetca u3 obvema ycnyr [Noaaepxku IDP,
npeayCcMOTPEHHOro HacTosAwum JononHeHnem.

Mopnepxka IDP okasbiBaeTcs BO Bpemsi paboTbl ochumca
nogaepxku IDP u BkntoyaeT B cebsi cneayoLee:

a) o6paboTky MHUMAEHTOB, HanpaBnsembix B SAP B
CBA3N ¢ npobnemamu B PyHKUUSIX;

b) koppekTMpOBKM KOAa UK UCNpaBneHust (Takne, kak
M3MEHEeHHble MporpaMmbl, He BOCMPOU3BOAALLME
3asBMneHHble OLWMOKM), OOXOAHblE peLleHus unm
nnaHbl 4ENCTBUN; U

C) nakeTbl nopdepxkn ana OYHKUMA — nakeTbl
ucnpasneHuin, bnarogapst koTopbiM obGneryaeTtcs
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2.4,
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corrections or changes to existing functionality. This
is not applicable in cases where the Features are or
have been developed on Customer's non-
Production System.

For daily operation and cooperation for support-related
issues associated with IDP Support, SAP will name a
contact person for Customer within SAP's Innovative
Business Solutions organization (the “IDP Support
Delivery Manager”). The IDP Support Delivery
Manager will perform the following tasks as it relates to
the delivery of IDP Support for the Features:

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

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

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

d) Support the TQM in the coordination of the
individual service deliveries at the project level for
the ActiveAttention Services related to IDP Support
that have been included in the ActiveAttention
Services engagement Service and Support Plan;
and

e) Participate in the Executive Meetings on topics
related to IDP Support (e.g., report on Customer’s
incidents, provide status on deliveries of
ActiveAttention Services related to IDP Support).

CUSTOMER PREREQUISITES

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

a) Fulfill its obligations under this Exhibit, the Order
Form, and the Agreement.

b) Transmit all incidents to SAP in English via SAP’s
then current support infrastructure as made
available to Customer under the Support Schedule

2.4.

BHepeHUe  EeAUHWUYHbIX  KOPPEKTUPOBOK  WUMn
U3MEHEHWIA cyLlecTBytoLEero yHKUMoHana. 3T1oT
NYHKT He NPUMEHsIeTCA B cnydyae, ecnu PyHkumu
pa3paboTaHsbl unu paspabartbiBatoTcs B
HenpoayKTMBHOM cucteme KnneHta.

Ona B3anmopencteuss ¢ KnueHToMm Mo  TeKywum
BOMpocam u Bornpocam, cesizaHHbIM ¢ Mogaepxkon IDP,
SAP HasHayaeT KOHTaKTHOE /Muo M3  4ucna
coTpyaHukoB opraHusauum SAP Innovative Business
Solutions («MeHepxep no nopaepxke IDP»).
MeHemxep no noppepxke IDP 6ypetr otBevatb 3a
BbIMOMHEHNE crnegylwmx 3agady, OTHOCAWMXCA K
Mopnepxke IDP gns OyHKUWNA:

a) HacTpoWka W ynpaBrieHMe KOMMNOHEHTOM OTMpaBKM
MHUMOeHToB KnveHTa © COOTBETCTBYHOLWMUMM
o4yepeasiMn MHUNOEHTOB;

b) ynpaBneHue coTpygHuKamu BHYTPEHHEN CryxObl
nogaepxkn SAP Innovative Business Solutions,
HasHayeHHbIMWM ANs oka3aHwsa ycnyr [Nogaepku
IDP B COOTBETCTBUU C HACTOALLMM AOKYMEHTOM;

C) okasaHve nomowm MeHemxkepy NO TEXHWYECKOMY
KayecTBy B BOMpOCAxX COrNacoBaHUS U BKIOYEHUS
COOTBETCTBYIOLLMX Yenyr ActiveAttention,
cBsi3aHHbIX ¢ [MNogaepxkon IDP, B MnaH nogaepxku
1 B3amumoZemncTemmn B pamkax ycnyr ActiveAttention;

d) okasaHve nomowwm MeHemxepy NO TEXHUYECKOMY
KayecTBy B BOMPOCAax COrfacoBaHWUs OTAENbHbIX
yCnyr, NpefocTaBnseMblX Ha YPOBHE NpoekTa, Ans
Yenyr ActiveAttention, cesizaHHbIX ¢ Nogaepkkon
IDP, koTOpble ObiNy BkOYeHbl B NnaH noaaepxki
1 B3anmoencTeui B pamkax ycnyr ActiveAttention;
"

e) yyactue B CoBeLlaHusiX, CBs3aHHbIX C [Noaaepikom
IDP (Hanpumep, OTYETHOCTb MO MWHUMAEHTaM
KnueHTta, coobuieHne o xode npenocTaBrieHus
Yenyr ActiveAttention, cesizaHHbIX ¢ Nogaepkkon
IDP).

NPEOBAPUTENbHbLIE YCNOBUA ONA KNNEHTA

B uensx nony4veHus ycnyr MNopaepxku IDP B nopsake,
M3NOXEHHOM B Hactoswem [lononHeHnun, KnueHT
OOIMKeH BbINOMHUTBL crneaytolme TpeboBaHus:

a) UCNONHSATbL cBOU obsa3aTenbcTBa,
npeayCMOTPEHHbIE  HacToAWMM  [JononHeHnem,
Horosopom n CornaiueHunem;

b) nepepaBatb Bce MHUMAEHTHI B SAP Ha aHrmMuUincKom
A3blke Yepes3 OENCTBYIOLLYI0 Ha MOMEHT OTNpPaBKu
VHGPACTPYKTYpPY NOAAEPXKKW, MNpedoCTaBrisieMyto
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using the incident-component provided by SAP in
writing upon acceptance of the applicable Features.
Customer’s failure to assign an incident concerning
the Features to the correct incident component may
delay SAP’s response to the incident while SAP
determines and makes the appropriate assignment.
Customer understands and acknowledges that SAP
normally has to translate incident(s) that are not in
English before it can process the incident(s), which
adds to the time needed to process the incident.

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

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

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

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

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

4. CHANGES TO CUSTOMER INFORMATION, AUDIT 4.

4.1. Customer undertakes to inform SAP without undue delay  4.1.
of any changes to Customer’s installations of Features
and all other information relevant to the use of the
Features.

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

KnueHTty cornacHo lMpunoxeHutio o noaaepxke, ¢
UCMorb30BaHNeEM KOMMOHeHTa OoTnpaBku
WHLUMOEHTOB, MNWCbMEHHO YkadaHHoro SAP npu
npuemke cooTBeTCTBYOWNX PYHKLUMIA. HasHavyeHne
VHUMOEeHTa, Kacawuwerocs OyHKUMA, He Tomy
KOMMOHEHTY MOXeT oTcpounTb oTBeT SAP Ha TO
Bpems, koTopoe notpebyetca SAP  ans
onpefeneHns W nepeHasHaYyeHns UWHUMAEHTA.
KnueHT noHmmaeT u npusHaet, Yto SAP 06bl4HO
BbIHY>J€EH nepeBoanTb BCE VHLMOEHTHI,
nocTynarolime He Ha aHrmUCKOM s3blke, npexae
YyeM HauvMHaTb ux 0b6paboTKy, 4TO yBenuuuBaet
Bpems, Heobxogumoe Ha 06paboTky Takux
WHLMOEHTOB.

c) KnueHT pomkeH onucaTb, Kak MposBnseTcs
WHUMOEHT; B HEKOTOPbLIX Cry4asx emy, BO3MOXHO,
npuaeTcs NPoAeMOHCTPUPOBaTh VHUMOEHT.
KnneHt obssyetcs okasbiBatb SAP nomowb B
aHanuse VHUMAEeHTa n cogencTene B
npepoctaenendnn yecnyr [oggepxkn IDP, npu
Heob6XoaNMOCTM BblAENAS ANd 3TUX Lenen CBouX
COTPYAHVKOB.

d) KnueHT obssyetcs knaccuduumpoBaTtb Kaxablii
VHUMOEHT B OYHKUMSIX WM COOTBETCTBYHOLLEN
OOKymMeHTauum cornacHo SAP-HoTe 67739.

e) KnueHTt obsasyetca npepoctaBute SAP gocTtyn ko
BCEM JOKyMEHTaM, MMELLUM OTHOLLEHUE K NoObIM
M3MEHEHUSM UMM ynydlweHuaMm  (TakuMm, Kak
Mogudmkaumm unun [JononHutenbHble
KOMMOHEHTbI), Npon3BeneHHbiM KnueHtom nnu no
ero npocbbe, KOTOpble MOryT NMOMO4Yb B aHanu3e
uHUmaeHTta. KnueHt Takke 00653yeTcs OOMKHbIM
obpa3om BecTM YyyeT Takux W3MEHEHUA W
ynyylweHin u Npu HeobxoaAMMOCTM NPeLOCTaBNSATL
SAP pocTyn K TakKuMm matepuanam.

f)  KnueHT 06sa3yeTca BHeApsATb BCe WUCMNpaBreHus
Koga, mporpamMmmMHble BCTaBku, 06XoaHbIe pelleHuns,
nakeTbl NOAAEPXKKU U T. 4., npegocTaBnsemble SAP
ana  ®yHKUMA  No  YyCrMOBMAM  HacTosLLero
[ononHenus.

g) [Onsa nonydenus ycnyr Mopgpepxkn IDP KnueHty
MoXeT OblTb MpeanoxeHo OOHOBUTL  CBOM
onepauVoHHbIE CUCTEMbI M 6asbl aHHbBIX 40 CaMbIX
nocrneaHnx Bepcuin.

M3MEHEHUA B UH®OPMALIUU KITUEHTA. AYOUT

KnueHT 0b6a3yeTca He3ameanuTensHO MHOPMUPOBaTL
SAP 060 Bcex U3MeHeHUsIX, CBSA3AHHbIX C YCTAHOBKOW
®PyHKUMIA, a Tawkke npenocTaBnATb Nobble apyrue
CBeOEeHWs1, KacaroLwmnecs Ncnonb3oBaHusa OyHKLUIA.
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4.2.

5.1.

5.2.

5.3.

5.4.

5.5.
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To check compliance with the terms of this Exhibit, SAP
shall be entitled to periodically monitor the correctness
of the information Customer provided.

ADDITIONAL TERMS AND CONDITIONS

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

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

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

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

Fee(s) are subject to change:

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

4.2.

5.1.

5.2.

5.3.

5.4.

5.5.

B uenax koHTpons 3a cobGniogeHneMm  ycrioBumn
HacTosiwero [ononHeHnss SAP BnpaBe nepuvoanyecki
npoBepsiTb O0CTOBEPHOCTb npeaocTaBneHHoON
KnuexnTtom nHdopmauum.

AOMNOJIHUTENBbHBLIE YCINIOBUA U NMONOXEHUA

MpeaycmoTpeHHas HaCTOALNM OOKYMEHTOM
Moppepxka IDP GyneTt okasbiBaTbCs MPUMEHUTENBHO K
HenpoaykTMeBHon cucteme KnveHTta, AnA  KOTOPON
Knuenty  Obinn  npepoctaBneHbl  ®PyHkuum  no
cooTBeTcTBYOLWMM OnucaHmam o6bemMa ycryr ¢ npaBoM
nogaepxku IDP. Mpu Hanuymn pasymMHbIX OCHOBaHWUA 1
C y4yeTOoM Bcex MpeaBapuTenbHbIX TpeboBaHun,
npeaycMOTPEHHbIX HacTosAwmM JononHeHnem, KnueHt
Brnpase 3anpocutb ycnyru MNoggepxkn IDP ang ewe
OOHON HenpoayKTuBHoW cuctembl Knunenta, a SAP
BrnpaBe BbINOMHUTL Takon 3anpoc. Hes3upas Ha
BbILLEN3IOXEHHOE, Knuent HeceT NOMHY0
OTBETCTBEHHOCTb 3a MPUMEHeHMe npeaoCTaBnNeHHON
Moppepxkn IDP k cBoum MpoayKTUBHBIM cUcTEMaM.

SAP He Oypet okasbiBatb [logmepxky IDP  ans
nporpamMmmMHoro obecneyeHuns TpeTbuX nmy,
npenocTaBnsemMoro SAP Knventy no
cooTBeTcTBYOLWMM OnucaHnam obbema ycrnyr ¢ npaBoM
nogaepxku IDP, ecnu nHoe He cornacoBaHo CTOPOHaMu
B MMCbMEHHON hopMe.

Mopnepxka IDP npegocTaBnsieTCa UCKIOYMTENBHO AN
TOYKM KOHTaKTa C KIMEHTOM, KoTopas [OofbkHa
noadepXvmBatb Kaxayw ycTaHoBky QDyHKUURA, Ha
KOTOpble pacnpocTpaHsieTcsl [OelcTBMe HaCTOSsILLEro
[ononHeHus.

Mopnepxka IDP  aBTOmMaTtMyeckn npekpaiwiaetcs
OfHOBpPEMEHHO C npekpaweHmem OCHOBHOMO wnn
PaclwmpeHHoro conpoBoxaeHust (MpyM  Hanuuum y
KnnenTta NOANMUCKN Ha PacwwmpeHHoe
obcnyxuBaHne/ConpoBOXAEHNE) ans BasoBoro
nporpammHoro obecneveHnss (B COOTBETCTBUM C
YCroB/sIMMK, OmnpedeNneHHbIMU B CTpaTernn pennsos
SAP Ha Beb-cTpaHuLe
http://support.sap.com/releasestrateqy).

CyMMbl BO3HarpaxkgeHuin nopsiexat WM3MEHEHU B
cregyoLumx crnyyasx:

a) ecnm Onucanuss obbema ycnyr C NpaBoM
nopaepxkn IDP  Ha paspaboTky PyHkumii
npegocTaBrneHnemM Mopnepxkn IDP B
COOTBETCTBMM c yCroBusiMum HacTosLLEero
OOKyMeHTa 3aKIOYEHbI Ha YCIoBusX

(OMKCUPOBAHHOW LieHbI AN51 OTPaXXEHUSI UBMEHEHUI
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b)

IDP Support under the applicable IDP Support
Eligible Scope Document(s); or

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).

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

b)

B LUeHe 3a paspaboTky PyHKUMA, B OTHOLUEHWUU
KOTOpbIX OkasbiBaeTca lMogaepxka IDP no Takum
Onucanunsim o6bema ycnyr; unm

ecnm  OnucaHns obbema ycnyr C npasBoM
nogaepxkn |IDP  Ha paspaboTky ®PyHkumii c
npegocrasrieHnemM Mopopepxkn IDP B
COOTBETCTBUM C  ycrnoBusMHK HacTosLero
OOKYMeHTa 3aKITo4€eHbl Ha YCNOBUSAX LEHbl MO TUMNy
BpeMs 1 maTtepuarbl) Ans OTpaXeHNs N3MEeHEHWI B
pacyeTe cymmbl BosHarpaxgeHuss Ha oOcHoBe
obLen cymmbl BO3HarpaxaeHun 3sa paspaboTky
(Bkmoyas onnaty npoesga M pacxodos),
ynnaveHHon KnuenHtom B nomb3dy SAP  3a
Moppepxky IDP gna ®yHkuwiA, oOKa3biBaeMylo
cornacHo cooteeTcTByloWMUM OnucaHuam obbema
YCIyr B T€4EHUE NX CPOKOB AENCTBUSI.
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