SAP ACTIVEATTENTION SERVICES DESCRIPTION (“ASD”)

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

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 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 eight (8) hour period between 6:00
am and 8:00 pm, Monday thru Friday, unless otherwise agreed to in writing
by the parties.

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

1.5. “Support Schedule” means the schedule to the License Agreement for
SAP support (i.e. SAP Standard Support, SAP Enterprise Support or SAP
Product Support for Large Enterprises) that is in force for the Software
licensed under the License Agreement.

1.6. “Top-Issue” means issues and/or failures identified and prioritized jointly
by SAP and Licensee in accordance with SAP standards which (i) endanger
Go-Live of a pre-production system or (ii) have a significant business impact
on a Production System.

2. SAP ActiveAttention Services. SAP delivers only the SAP
ActiveAttention Services (“ActiveAttention Services”) specified in an
ActiveAttention

Services Scope Document to an Order Form referencing this ASD. SAP
ActiveAttention Services consist of the following components.

2.1. SAP Embedded Services.

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

Yenyrm SAP  ActiveAttention moryT npegycMmatpuBaTb npegocTaBrieHune
npoeccnoHarnbHbIX 3KCMEPTHBbIX YCIyr Ha obbekTax w/wnu B yaarneHHOM
pexume Ana  copgewcTBus  JlMueHauaty B NNaHWpPOBaHWM  yCnyr
ActiveAttention, ynpaBneHuu, aHanuse W onpegeneHun BO3MOXHOCTEN
COBEpLUEHCTBOBaHUA GU3HECa, a Takke AJ1sl NPOBEeAEHUs1 KOHCYNbTaLuWii No
BO3MOXHOMY NMpeobpa3oBaHVi0 apXUTEKTYpPbl C Lienbio MoMoYb JlnueHsnaTy
obecneunTtb MNOCTOSIHHOE COBepLUEHCTBOBaHWE 6OusHeca B obnactu
cneuvanmsauum JlnueHsnara n/vnm okasartb NOMOLLb B aAMWUHUCTPUPOBAHUA
n aKcnnyataumu pewenunin SAP JlvueH3anaTa, cogewcTBys peanusauuv
NPOEKTOB npeobpa3oBaHus, BHeApeHus, MogaepHu3aumu,
3KCMMyaTaLMOHHbIX Y MIHHOBALMOHHbIX MPOEKTOB.

Bce TePMUHbI, HanucaHHble C 3arnaBHou 6yKBbI n He onpepeneHHble B
HacTodLlleM OOKYMeHTe, yl'lOTpe6J'IF|POTCF| B 3Ha4YeHun, yCctaHoBNIEHHOM AOnA
HuUx B CornatueHum.

1. OnpegeneHus.

1.1. TepmuH «KaneHgapHbln KBapTan» O3Ha4aeT TPexMecs4HbI nepuoa,
3aBepuwatowwmiica 31 mapta, 30 utoHs1, 30 ceHTAbps 1 31 gekabps B kakaom
paccmaTtpuBaeMoM KaneHgapHoOM rofy.

1.2. TepmuH «MecTHOe paboyee Bpemsi» 03Ha4aeT 06blYHblE Yackl paboTbl
(c 8:00 go 18:00) B 06bl4HbIE paboume OHW, WCKkNoYas oduumanbHble
npasgHvkM,  OencTBylolMe B 3apeructpyupoBaHHoM  oduce  SAP.
WcknountensHo B oTHoweHun CornaweHusi o6 ypoBHe cepsuca SAP,
onpeaeneHve KOTOPOMY AaeTcs B HacTosILEM [OKymeHTe, obe CTOpOHbI
MOryT BblOpaTb  Apyroi 3aperncTpupoBaHHbIi  Opuc  OogHOro  r3
adpunmpoBaHHbix nuy SAP ana onpepenenus MecTtHoro pabouero
BPEMEHMU.

1.3. TepmuH «OGbI4HOE paboyee BpeMsi» 03Ha4YaeT BOCbMUYACOBOW Nepuos
c 06:00 po 20:00 c noHegemnbHMKa NO NSATHULY BKMYUTENBHO KpoMe
criyqaeB, Korja vHoe corfacoBaHo CTOPOHaMU.

1.4. «lpogykTuBHaa cuctema» — fencteylowas cucrema SAP, kotopas
MCMNoNb3yeTcs Ansi BbINOMHEHUs BHYTPeHHUX BusHec-onepaunn JinueHavata
1 B KOTOPYHO 3anuChIBalOTCst €r0 AaHHbIe.

1.5. TepmuH «[punoxeHne o nogaepxkke» o3HavaeT npuroxeHune (Obwune
YCNoBus oka3aHus ycnyr) Kk JInueH3MoHHoOMy [0roBopy, Kacatolleecs ycnyr
SAP no conpoBoxgeHuto (T. e. ycnyr SAP Standard Support no
conpoBoxaeHuto, SAP Enterprise Support (kopnopaTtuBHasi Nnogaepxka) unu
SAP Product Support for Large Enterprises (nogaepxka NpOAYKTOB Ans
KPYMHbIX MpeanpusiTuin)) U AeicTBylollee B OTHOWeEHWU [MporpamMHoro
obecnevyeHuns, NMLEH3MPOBaHHOIO Mo JINLEeH3NMOHHOMY AOroBOpY.

1.6. TepmuH «KputnyHas npobnema» O3Ha4aeT BbIsIBNIEHHY0 npobnemy
wvnn cbon, koTopbiM JluueHanatr u  SAP HasHauunu npuvopuTeTr B
COOTBETCTBMU CO cTaHgapTamu SAP u koTopble (i) CTaBAT nog yrpo3y BBOA B
aKcnnyataumio  NpeanpoayKTVBHOM — cucTeMbl  unu (i) okasbiBaloT
3HauuTENbHOE BIUSHWE Ha MNPOAYKTUBHYIO CUCTEMY C TOYKU 3peHus
6u3Heca.

2.  Ycnyru SAP ActiveAttention Services. SAP npegoctaBnseT Tonbko
Te Ycnyrun SAP ActiveAttention Services («Ycnyru ActiveAttention»),
KOTOpble yKa3aHbl B npunaraeMom K [lorosopy

OnucaHun obbema ycnyr ActiveAttention, cogepalliemM CCblfIKy Ha AaHHOe
Onucaxwne ycnyr ActiveAttention. Ycnyru ActiveAttention BkntoyatoT
cnepytoLe KOMMOHEHTI.

2.1. Yenyrn SAP Embedded (BcTpoeHHbIe ycnyru).

2.1.1. SAP okasbiBaeT ycnyrn SAP Embedded Ha TeppuTtopum JlnueHsnata
cunamu  rpynnbl, COCTOSILLEN W3  CMeuuanncTtoB MO  CONPOBOXAEHMIO
(«Cneumanuctbl cnyxbbl BCTPOEHHON NOAAEPXKKN»), KOTOPblE YKa3blBalOTCs
B npunaraemom k [oroBopy OnwucaHuto obbema ycnyr ActiveAttention u
BbIMOMHAIT  OonucaHHble pAanee  dyHkumy.  Crneumanuctbl  CryxObl
BCTPOEHHOW noaaepxkm obs3aHbl HaxoouTbCst Ha obbekTax JluueHanara,
yKkaszaHHbIx B npunaraemom k [oroBopy OnucaHuu obbema ycnyr
ActiveAttention, B O6bl4HOe pabouvee BpeMsi onpenerieHHoe KOonmuyecTBO
OHel 13 nepvopa, ycTaHoBNeHHOro B npunaraemom k florosopy OnucaHum
obbema ycnyr ActiveAttention («lMepuog»), B TevyeHne Cpoka oOkasaHusi
ycnyr ActiveAttention, ykasaHHoro B npunaraemom Kk [orosopy OnucaHuu
obbema ycnyr ActiveAttention («KBoTa Ha ucnonb3oBaHue cneuvanucToB
cnybbl BCTpOeHHOW noaaepxku»). Creumanuctbl cnyxbbl BCTPOEHHOW
noaAepXKN HasHayalTCs B TedeHve 6 (LecTn) Hefenb nocne noanucaHus
HoroBopa. B KBoTy Ha ncnonb3oBaHue CneuvanucToB CriyX0bl BCTPOEHHOM
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2.1.2. The activities of the assigned Embedded Resource(s) will comprise
one or any combination of the following areas to the extent applicable as
mutually agreed to by the parties:

SAP Foundation Technical Quality Manager Activities

. Understand Licensee’'s SAP Software solution, business
processes.

. Provide advice, guidance and assistance in the following areas:

o Technical risk management/program management of
complex Licensee Software implementation, upgrade and
transformation projects

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

o Identification of areas for potential reduction in Licensee’s
total cost of operations; and potential for the optimization
(i.e., continuous improvement) of Licensee’s SAP Software

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

. Develop and maintain mutually agreed Licensee-specific
ActiveAttention Services engagement plans

. 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”)

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

o SAP support requirements, Licensee support processes and
use of SAP support tools (e.g. SAP Note Assistant, SAP
Notes Search and SAP Solution Manager Enterprise
Edition)

o Integrated end-to-end application lifecycle management

o Integration validation of complex Licensee solutions
o Operate the SAP solution more efficiently

o Solution availability = management, monitoring and
performance

o Risk mitigation plan(s) for critical maintenance issues

o Incident reduction and/or avoidance

» Track Licensee’s implementation of SAP’s recommendations and
action plans resulting from the delivery of SAP Expert Services
hereunder

« Provide periodic status and risk reporting at Licensee’s project
management level

* Assist Licensee in coordinating, tracking and reporting SAP
technical risk mitigation and Top-Issues

* Manages quality gates for selected focus area projects

NoAAEpPKKM HE BXOAAT OHWU OTMYCKOB HasHayeHHbIXx CneunannctoB cryxGbl
BCTPOEHHOW NOAAEPXKKM.

2.1.2. HasHayeHHble CneumanucTbl Ccnyxbbl BCTPOEHHOW MOAAEPKKM
BbIMOMHAT 06A3aHHOCTWN, NPeAyCMOTPEHHbIE ANSi OAHOW WU HECKOMbKMX
HVDKECNeayoL X AOMKHOCTER, B 06 beme, cornacoBaHHOM CTOPOHaMM.

DencrBus MeHepxepa no TexHu4Yeckomy kadyectsy SAP Foundation

. W3yyaet [MporpammHoe pelwieHne SAP un Gu3Hec-npoLecch
JlnuenHsunara.

. MpepoctaBnseT KOHCyNbTauuW, pPeKoOMeHOauuM M MoMollb B
cnepyrowmx obnacrsx:

o  YnpaBrneHWe TEXHUYECKMMU pUCKamMu U  yrpasreHue
CMOXHbIMW NPOEKTAaMW MO BHEOPEHWo, OBHOBMEHUID U
npeoGpa3oBaHuio MporpammHoro obecneyeHns
JlnueHsnara

o  Peanusauus ctpaternm Bbinycka u 06GHOBNEHUs MPOaYKTOB
SAP B cootBeTcTBUMN ¢ U T-cTpaTernen JinueHanara

o OnpepeneHne BO3MOXHOCTEN CHWXEHUS COBOKYMHbIX
3aTpat JluueHsanata Ha onepauvu W noTeHumana Ans
onTuMusaunm (nocTosiHHOrO COBEPLLEHCTBOBAHMNS)
MporpammHoro obecneveHuss SAP JlvueHaunara

. ObecneyvBaeT MpO3pavyHOCTb  [AOCTUrHYTbIX  YCMEXOB B
OCHOBHbIX 06nacTsx, B TOM 4uUCRe COCTaBMsieT OT4eTbl O
COCTOSIHUM COBMECTHO onpefensieMblX KMnioYeBblX nokasaTenew
ahdeKkTUBHOCTH («KPI»).

. PaspabaTtbiBaeT M KOHTpONMpyeT nnaHbl B3auMOAEWCTBUSI B
pamkax Ycnyr ActiveAttention gns KoHkpeTHoro JluuyeHaunara.

. OGecneymBaeT peanusaumio nraHa B3aMMOAENCTBUS B pamkax

Yenyr ActiveAttention, BKIHOYas KoopauHauuo
npesocTaBneHns oTAenbHbIX YCryr u obecnevyeHne pecypcamm
SAP.

MeHemxep SAP no TexHU4Yeckomy kadecTBY («TQM»)

. MpefnocTaBnsaeT KOHCYNbTaLMM, pekoMeHaauum 1 NoMOLLb B
COrnacoBaHHbIX OCHOBHbIX 06nacTaAX:

o CobniogeHue TpeboBaHunin nogaepxkn SAP, BbinonHeHne
npoLeccoB noaaepXku JluueHsmaTa u Ncnonb3oBaHve
MHCTPYMeHTOB nogaepxku SAP (Hanpumep, SAP Note
Assistant, SAP Notes Search u SAP Solution Manager
Enterprise Edition)

o WHTerpmpoBaHHOE KOMMMEKCHOe YynpaBneHue >XU3HEeHHbIM
LIMKIOM MPUOXEHUI

o [MpoBepkn MHTErpaLum CroxHbIX peleHnin JiuueHsunata
o lMoBbiweHna adhheKTUBHOCTM AKCNyaTaumm peweHnin SAP

o YnpaBsneHuve OO0CTYNHOCTbIO pelleHni, MOHUTOPUHT U
obecneveHve Hagnexatiemn npoun3BoANTENbHOCTU

o Pa3paboTka NnaHOB MO CHWWKEHWIO YPOBHS PWUCKOB Anst
KPUTUYHBIX ~ NpobneM,  CBSA3aHHBIX C  TEXHUYECKUM
obcnyxuBaHmem

o COKan.I,eHVIe KONMMYEeCTBa MHUWAEHTOB W/MUINU UCKINIOYEHnE
NX BO3SHNKHOBEHUA

+ OrtcnexwuBaet BbinonHeHve JinueHanaTtoMm pekomeHgaumn SAP n
nnaHoB [Aenctsui, paspaboTaHHbIX B paMKax oKasaHus
3kenepTHbIX yenyr SAP cornacHo HacTosiLeMy AOKYMEHTY

* HanpaBnsieT pykoBOACTBY MpoeKTa CO CTOPOHbl JlMueH3naTa
nepuoamnyeckue otT4eThbl 0 xode paboT u puckax

* TNowmoraeT JlnueHsnaty koopauHMPOBaTb PaboTbl MO CHMKEHWMIO
TexHn4ecknx puckoB SAP 1 ycTpaHeHuto Kputuueckmx npobnem,
oTcrnexuBaTb 3TW nNpobrnembl U BeCTU COOTBETCTBYIOLLYIO
OTYETHOCTb

M OCyLLleCTBJ'IFleT noaTanHbIn KOHTPOJb KadyecTBa Ansa Bbl6paHHbIX
NPOEKTOB B OCHOBHbIX obnactax
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2.1.3. All SAP Embedded Services will be coordinated with Licensee’s
Engagement Manager. Changes to the scope of the SAP Embedded
Services may be made upon prior written mutual agreement of the parties
hereto. Any such changes to the SAP Embedded Services will in all cases
only relate to SAP Embedded Services and no other type of SAP services.

2.2. SAP Expert Services.

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

2.2.2. Within the Expert Services Quota, Licensee will be entitled to choose
any standard SAP Expert Service from SAP’s then current portfolio of SAP
Expert Services. A listing of SAP’s current SAP Expert Services is available
at www.sap.com/activeattention-service-list.

2.2.3. To schedule SAP Expert Services, Licensee shall contact the FTQM
assigned or designated Embedded Resource. SAP requires a minimum
lead-time of five (5) weeks for scheduling SAP Expert Service delivery
requests. If reasonably possible for SAP, SAP Expert Services may also be
scheduled based on short-term needs and according to arising project
requirements. SAP will calculate the estimated days for a requested SAP
Expert Service based on Licensee’s information and requirements. This
estimate will include preparation and post processing activities. The days
used for an SAP Expert Service will be deducted from the Expert Services
Quota, where applicable. No time will be deducted from the Expert Services
Quota for travel time. In the event the Licensee postpones or cancels any
already requested SAP Expert Service less than three (3) weeks before the
start date of the SAP Expert Service, SAP may deduct already rendered
days from Licensee’s Expert Services Quota.

2.2.4. Licensee shall define a project team and make sure that the relevant
contact people are available for the duration of the individual SAP Expert
Service deliveries. Such Licensee project teams should be staffed with
Licensee’s IT Project Manager, concerned business process owners, system
administrators, active users, and the persons who are responsible for the
implementation of the respective core business processes. The agenda
requires the participation of some or all of the Licensee project team. Prior to
an SAP Expert Service delivery, the Engagement Managers will: (i) agree
upon a more formal agenda for the SAP Expert Service; (ii) the required
involvement of Licensee’s project team members; and (iii) identify any
prerequisite SAP Software for the performance of the SAP Expert Service.

2.2.5. The “Innovative Business Solutions Support” category of SAP Expert
Services is only available for the Features (as defined in Exhibit 1) that are
covered by IDP Support (described in Section 2.9 below) as a component of
an ActiveAttention Services engagement in an ActiveAttention Services
Scope Document to an Order Form.

2.3. SAP Expertise on Demand.

2.3.1. SAP Expertise on Demand (“EoD” or “EoD Services”) is a remote
service which provides SAP resources to fill Licensee’s need for short to
medium-term duration (up to a maximum of ten EoD days in duration) tasks.
These tasks target technically complex or unusual issues that are typically
beyond the experience of Licensee’s staff such as: minor Modifications of
SAP Software as defined in the applicable SAP license agreement; minor
configuration changes of Licensee’s SAP Software system; knowledge
transfer on SAP Software and similar tasks. EoD Services do not include: (i)
reaction on Licensee incidents as these are covered under the Support

21.3. Bce ycnyrm SAP  Embedded «koopaunHupyeT  MeHepxep
B3aUMOAEeNCTBUIA, HAa3HaYeHHbIN JluleH3naToM. MiameHeHns B o6beme ycnyr
SAP Embedded mMoryT BHOCUTLCS TOMbKO HAa OCHOBAHWUW NpeaBapuUTENbHOIO
NUCbMEHHOrO COornalleHusi CTopoH. Jllobble Takne M3MEeHEHUs B YCIOBUSIX
okasaHusi ycnyr SAP Embedded B no6om crniyyae kacarTcsl TOMbKO yCryr
SAP Embedded u He nmetoT oTHOWeEHMA K ycriyram SAP gpyroro Buaa.

2.2. 9kcnepTHble yenyru SAP.

2.2.1. SAP MoOXeT npefocTaBnsiTb WHHOBALUWMOHHbIE YCryru, ycnyru no
COBMECTHOMY MpPOEKTUPOBaHWIO, NIIaHNPOBAHMIO apPXUTEKTYPbI, NMOAAEPXKKe
BHeapeHusi, obecneveHnio  kubepbesonacHOCTM U COOTBETCTBUS
TpeboBaHunaMm, PaaS un DevOps, 3awure, CKBO3HbIM oOnepauusiMm u/unm
nogaepxke VHHOBALIMOHHbIX Ou3Hec-peleHnin (B COBOKYMHOCTH
«OkcnepTHble ycryrn SAP») B TeyeHne OBOblYHbIX paboymx yacoB (ecnv
CTOPOHbl 3apaHee He [0roBopunvMcb 06 MHOM B MUCbMEHHOW dopme) B
COOTBETCTBUM C TNOPSAKOM, onpefeneHHsiMm SAP u  JluueHsnatom B
COrnacoBaHHOM NnaHe B3avMOAEWCTBUA B pamkax Ycnyr ActiveAttention, ¢
y4yeToOM KBOTbl Ha AHU nNpegocTaBneHus JkcnepTHbIX yenyr SAP 3a lMepuoa
B TeyeHne Cpoka okasaHus ycnyr ActiveAttention, ykasaHHoro B
npunaraemom k [loroBopy OnucaHum obbema ycnyr ActiveAttention («KsoTa
Ha NpefoCTaBneHNe IKCNEPTHbBIX YCIyr»).

2.2.2. JIvueHsmaT B pamkax KBOTbl Ha npegocTaBneHne aKCNepTHbIX yCryr
BNpaBe BbibpaTb MOy CcTaHOapTHy OJKcnepTHyo ycnyry SAP  u3
Tekywero noptdpenst dkcnepTtHbix ycnyr SAP. Cnncok TekyLmnx OKCnepTHbIX
ycnyr SAP goctyneH no agpecy www.sap.com/activeattention-service-list.

2.2.3. YT06bI cnnaHmpoBaTb JkcnepTHble ycnyrn SAP, JlMueH3naT OomkeH
CBA3aTbCA C HasHa4yeHHbIM MeHemKepoM MO TEeXHUYECKOMY KavecTBy Wnu
CneumnanvcTom cnyx0bl BCTPOEHHOW nopaepxkku. SAP TpebyeTcsi He MeHee
5 (naTM) Hepenb Ha nNnaHWpoOBaHWe MNPefoCTaBMNeHNs  3anpoLLeHHbIX
OkcnepTHbIX ycnyr SAP. Ecnu cuTyauuss no3BonuT, npeaocTaBrieHune
OkcnepTHbix  ycnyr SAP  MoxeT ObiTb 3annaHMpoBaHO WCXOAs U3
KPaTKOCPOYHbIX MOTPEeOHOCTEe M COrnmacHo BO3HWKaLWMM TpeboBaHWsM
npoekta. SAP noAcyuTbiBaeT NpUMEPHOE YMCNO AHeW, Heobxoaumbix ANs
OKasaHWsA 3anpolleHHon JkcnepTHow ycnyrn SAP, B COOTBETCTBUM C
npeaocTaBneHHon MHdopmaumen n TpebosaHuamm JinueHsmarta. Npu aTom
nogcyeTe yuuTbiBAOTCA [OENCcTBMA MO MNOArOTOBKE W nocnepyloLlen
obpabotke. [OHW, uncCnonb3oBaHHble Ha JKCnepTHyw ycnyry SAP,
BbluMTaloTcs 13 KBOTbI Ha 3KCMepTHble YCnyrn Mo Mepe MpUMEHVMOCTH.
Bpems, s3aTpayeHHoe Ha npoesd, He noanexuTt BbibeTy u3 KBOTbl Ha
3KcrnepTHble yenyru. Ecnun JlnueHsnart oTcpoymBaeT unm oTMEHsIeT okasaHve
yXKe 3anpolueHHon JkecnepTHon yenyrn SAP meHee vem 3a 3 (Tpu) Hegenu
0o fatbl ee Havyana, SAP MOXeT Bbl4eCTb 3aTpayeHHble Ha MOAroTOBKY
ycnyrv aHu n3 KsoTol JlueH3naTta Ha akcnepTHbIe YCnyru.

2.2.4. JlvueHsuat dopmupyeT MpoOeKTHylo rpynny u obecneuynBaet
OOCTYNHOCTb COOTBETCTBYIOLIMX KOHTAKTHbIX fWL, B TeYeHWe oKa3aHus
KOHKpEeTHbIX JKcnepTHbIx ycnyr SAP. B cocTaB TakMx NPOEKTHbIX rpynmn
OOMXKHbI BXOAWUTb Cneayowmne COTPyaAHWKM CO CTOpOHbI JluueHsnata: UT-
MeHe)Xep MpoekTa, OTBETCTBEHHble 3a COOTBETCTBYlOWMEe OusHec-
npoLecchl, CUCTEMHbIE aAMUHUCTPATOPLI, aKTUBHbIE NOMb3oBaTeNU U NnUUa,
OTBETCTBEHHbIE 32 BHEAPEHVWEe COOTBETCTBYIOLMX OCHOBHbLIX Ou3Hec-
npoueccos. [Mporpamma aevicTeuin TpebyeT y4acTus HEKOTOPbIX YNEHOB UK
BCerW npoekTHom rpynnbl  JlMueHavnata. [lepeg npegocTaBreHUEM
OkcnepTHow yenyrn SAP MeHeakepbl B3auMoAencTBuii: (i) cornacosbiBaloT
odmumnanbHyo NporpammMy AeNCTBUI NO OKa3aHuio SKCnepTHoW ycnyrn SAP;
(i) obecneymBaloT y4acTve YNEeHOB NPOEKTHOW KoMaHAabl JluueHsnarta B
Tpebyemom obbeme; (iii) onpegensitoT, Kakoe nNporpaMMHoe obecrneveHue
SAP Heobxoammo ans npefocTaBneHns JKcnepTHom yenyrn SAP.

2.2.5. Karteropusi 3kcnepTHbix ycnyr SAP «[lloggepxka WHHOBaLMOHHBLIX
GUu3Hec-pelleHniy J0CTyNHa Tonbko Ans OyHKUMA (OnpeaeneHHbIX B
HononHeHun 1), Ana koTopbix AencTByeT nopaepxka IDP (onucaHHas B
nyHkTe 2.9) Kak KOMMOHEHT B3aMMOAENCTBUS B paMkax ycnyr ActiveAttention
B npunaraemom k [loroBopy OnucaHumn obbema ycnyr ActiveAttention.

2.3. SAP Expertise on Demand (3kcneptusa SAP no 3anpocy).

2.3.1. Ycnyru SAP Expertise on Demand («Ycnyrn EoD») — aTo yaaneHHbIn
cepBUC, MpedocTaBnsloWMN  pecypcbl SAP  ona  yAoOBMNeTBOPEHWS
notpebHocten  JlMueHavata B BbIMNOMHEHWM  KPATKOCPOYHbIX U
CpeAHeCcpOYHbIX 3adad (4NUTENbHOCTLIO 40 AecsTn aHel EoD). OTu 3agaun
CBSi3aHbl C peLleHNeM TEXHWYECKN CMOXHbIX UM HEeoObIYHbIX BOMPOCOB,
KOTOpble, Kak NpaBuIio, BbIXOAST 3a paMKW 3HaHWA M OnblTa nepcoHana
JlvueHsnata: Hanpvmep, HesHauyuTenbHble moaudukaumm [NporpamMMHoOro
obecneveHns SAP (B COOTBETCTBUM C ornpederieHneM B MUUEH3NOHHOM
cornaweHum  SAP), He3HauuTenbHble  M3MEHEHMsI  KOoHdUrypauum
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Schedule to the License Agreement; or (ii) Features developed by SAP
Innovative Business Solutions. EoD Services will be provided during Normal
Business Hours for the quota of EoD days per Period during the
ActiveAttention Services Term specified in a ActiveAttention Services Scope
Document to an Order Form (“EoD Quota”).

2.3.2. To engage EoD Services, Licensee will submit an EoD task request to
SAP through Licensee’s SAP Solution Manager Enterprise Edition system
identifying the task and supporting information for the EoD Task for which
Licensee is requesting SAP’s assistance (‘EoD Task”). SAP shall then
analyze Licensee’s EoD Task request. Licensee understands and accepts
that SAP may reject an EoD Task submitted by Licensee if the request does
not constitute an actual EoD Task in accordance with this Section 2.3 or if
the EoD Task cannot be realized due to technical or legal implications.
Where the EoD Task can be realized by SAP, SAP shall submit an action
plan for completion of the EoD Task to Licensee. In the event Licensee
accepts an action plan and wishes to have SAP commence work, SAP shall
provide an estimated duration (in hours, subject to a minimum duration of
four (4) hours to complete an accepted EoD Task) for such EoD Task effort.
Upon Licensee’s acceptance of the estimate, SAP shall commence work on
completing the EoD Task in accordance with the action plan. The actual
hours used to perform an accepted EoD Task will be deducted from the EoD
Quota. EoD Services cannot be used to deliver SAP Expert Services listed in
Section 2.2 above.

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

2.4. SAP On-Call Duty Services.

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

2.4.2. An SAP On-Call-Duty Services session is:

. either Monday to Sunday starting 08:00 and ending 20:00 the
same day in Licensee’s local time zone

. or Monday to Sunday starting 20:00 and ending 08:00 the
following day in Licensee’s local time zone

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

2.5. SAP Service Level Agreement.

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

The following Service Level Agreement (“SLA” or “SLAs”) commitments shall
apply to all Licensee incidents that SAP accepts as being Priority 1 or 2, and

ycTaHoBMNeHHOW Yy JlueHsnata nporpammHoln cuctembl SAP, nepepadva
3HaHui no lNporpammHomMy obecrieveHuto SAP n gpyrme cxoxue 3apayv.
Ycnyrn EoD He BkmovaloT: (i) pearmpoBaHue Ha vHUMAEHTH JlnueHanaTa,
Tak Kak 3TOT npouecc perynupyetcs [lpunoxeHnem o noagepxke K
JNnueHsnoHHoMy cornateHuto; (i) PyHkUMK, paspaboTaHHble B opraHu3aumm
SAP Innovative Business Solutions. Ycnyrn EoD oka3sbiBatoTcs B OOblYHblE
paboyve yacbl onpeferneHHoe KonuyecTBO AHen 3a [lepvop B TeyeHue
Cpoka okasaHus ycnyr ActiveAttention, ykasaHHOro B npunaraemMom K
HoroBopy OnucaHun obbema ycnyr ActiveAttention («KBota Ha ycnyru
EoD»).

2.3.2. YT10b6bI Bocnonb3oBatbesa Ycnyramum EoD, JlvueHsnaT HanpasnsieT B
SAP 3anpoc Ha BbinonHeHune 3agayn EoD 4yepe3 cuctemy SAP Solution
Manager Enterprise Edition ¢ yka3aHuMem 3agayvM W [OMONHUTENbHOMN
WHpopmMaumm o 3agadye EoD, B oOTHOWweHuM koTopow JlnueHsumar
3anpawmusaet nomowb B SAP («3apgaya EoD»). 3atem SAP aHanusunpyet
3anpoc JluueHanata Ha 3agady EoD. JluueH3naTt noHMmMaeT 1 cornaiwaeTcs
c Tem, 4to SAP MOXeT OTknoHuTb 3agady EoD, HanpaBneHHyto
JIuueHanaTomM, ecnu 3anpoc He OTHOCUTCA K akTyanbHon 3apadve EoD B
COOTBETCTBUU C AaHHbIM MyHKTOM 2.3 unu ecnu 3agada EoD He moxeT 6bITb
peann3oBaHa B CBSA3U C TEXHUYECKMMU NN I0PUANYECKUMI OrPaHNYEHNS M.
Ecnu 3agaya EoD MoxeT GbiTb peanusoBaHa SAP, To SAP npegocTtasnsieT
JlnueH3naTy nnaH [encTtBu no ee BbINOfAHeHMO. Ecnn  JlvueHsunat
npuMHMMaeT nnaH fgenctBui u  npocut SAP  Hauatb paboty, SAP
npegocraensiet JlvueHsnary [aHHble o npubnuanTensHon
NPOAOIKUTENBHOCTU BbINONHeHUs 3agaun EoD (B 4acax, MMHUManbHoe
BpemMs BbinonHeHuss 3agaun EoD — 4 (veTblpe) 4vaca). Mo npuHATWAM
pacyeTHow oueHkM JlnueHanaTtom SAP gomkHa HadaTb paboTbl MO peLleHuto
3agaun EoD B cOOTBETCTBUM C NNAHOM AencTBUi. PakTuyeckoe KonmnyecTso
yacoB, HeobxoaMmoe Ansi BbINOMHEHWs npuHaTon 3agayun EoD, BelunTaeTcs
13 KBoTbl Ha ycnyrn EoD. Ycnyrn EoD Henb3sa ncnonb3oBaTtbh ANS OKa3aHus
SkenepTHbIX yenyr SAP, nepeyncrneHHbiX B NyHKTe 2.2.

2.3.3. SAP nNpunoXut pasymMHble C KOMMEPYECKOW TOYKWN 3peHmnst yeunusa ans
BbINOMHEHNA HanpaBneHHbix JlnueHanaTom 3anpocosB Ha 3agayn EoD, HO He
rapaHTUpyeT, YTO CMOXET BbIMOMHUTb KaXAbli U3 3TUX 3anpocoB, U He
HeceT OTBETCTBEHHOCTM B Cry4Yae HEBBINOMHEHUsI 3anpocoB Ha 3agjauu
EoD. SAP o06sa3yetcd nucbMeHHO yBedoMuTb JlMueHsnata B cnydvae
HEBO3MOXHOCTU BbINOMTHEHUSI kakoro-nubo 3anpoca Ha 3agady EoD. Ecnu
SAP HaunHaeT paboTtbl no 3agade EoD u 3aTem pellaeT, YToO He CMOXET
3aBepwnTb BbiNnonHeHne 3apaun EoD, SAP HanpasuT JluueHsnaty
NUCbMEHHOE PasbsCHEHUE MPUYNH TaKoro peLleHus.

2.4. Ycnyru SAP On-Call Duty.

24.1. Ycnyrm SAP On-Call Duty npegnaraioT yAaneHHbld AOCTyn K
KOHTakTHOMY nuuy wu3 cnyx0bl nogaepxku SAP, koTopoe no Mepe
HeobxoAMMOCTMN oKa3blBaeT NoaaepxKky JlnueHanaty no KpUTUHECKN BaXKHbIM
6u3Hec-npoueccam. Takoe koHTakTHoe nuuo no Ycnyram SAP On-Call Duty
[OCTYNHO B TeYeHue onpeaeneHHoro Konmyectsa ceaHcos Ycnyr SAP On-
Call Duty B pamkax [lepuoga B TeyeHume Cpoka okasaHus ycnyr
ActiveAttention, yctaHoBneHHoro B npwnaraemom k [orosopy OnwucaHum
obbema ycnyr ActiveAttention («KBoTa Ha ycnyru On-Call Duty»).

2.4.2. CeaHc Ycnyr SAP On-Call-Duty nposoawuTcs:

. nmbo c noHefenbHMKa no BockpeceHbe ¢ 08:00 go 20:00 Toro
e OHS N0 MECTHOMY BpeMeHu JnueHsunara;

. nmbo ¢ noHepenbHuka Mo BockpeceHbe ¢ 20:00 go 08:00
crepyoLLero HsA No MECTHOMY BpeMeHu JluueHaunara.

2.4.3. OAna nnanvpoBaHua Ycnyr SAP On-Call-Duty JlnueHsnaTt porkeH
HanpaBuTb MUCbMEHHbIN 3anpoc MeHemxepy MO TEXHUYECKOMY KavecTBy
WM HasHavyeHHoMmy Cneumnanucty cnyx0Obl BCTPOEHHOW MOAAEPXKKY.
MnannpoBaHne Ycnyr SAP  On-Call Duty npoussogutcs nocne
npeaBapuTenbHOrO yBeAOMIeHNs 3a 5 (NaTb) Hedenb.

2.5. CornaweHue o6 ypoBHe cepBuca SAP.

2.5.1. CornaweHne o6 ypoBHe cepBuca SAP [OCTYMHO Kak KOMMOHEHT
B3aumogencTeusi B pamkax Ycnyr SAP ActiveAttention, npegoctaBnsiemMbix
nuueH3naTtaMm, 3aknio4vMBLUMM AOrOBOP Ha ycnyru nogaepxku SAP Product
Support for Large Enterprises (<PSLE») B cooTBeTcTBMM C [MpunoxeHnem o
nogaepxke. JlvueHauatbl, 3aknoumBliMe pJoroBop € SAP Ha ycnyru
nogaepxkn SAP Enterprise Support, npuobpetatoT CornaiieHne o6 ypoBHe
cepBuca B COOTBETCTBUM C YCNOBUAMW Takoro Jorosopa.

MpvBeneHHble HWxe obsizaTenbcTBa B pamkax CornaweHuss o6 ypoBHe
cepBuca («SLA») pacnpocTpaHsaloTCs Ha BCe HanpaBrieHHble JnueH3naToM
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which fulfill the prerequisites specified herein, for Licensee installations and
system id (“SIDs”) combinations specified in the ActiveAttention Services
Scope Document to an Order Form. Such SLAs shall commence in the first
full Calendar Quarter following execution of the Order Form.

2.5.2. SLA for Initial Response Times:

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

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

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

2.5.3. SLA for Corrective Action Response Time for Priority 1 Incidents: SAP
shall provide a solution, work around or action plan for resolution (“Corrective
Action”) of Licensee’s Priority 1 incident within four (4) hours of SAP’s receipt
(twenty-four hours a day, seven days a week) of such Priority 1 incidents. In
the event an action plan is submitted to Licensee as a Corrective Action,
such action plan shall include: (i) status of the resolution process; (ii) planned
next steps, including identifying responsible SAP resources; (iii) required
Licensee actions to support the resolution process; (iv) to the extent
possible, planned dates for SAP’s actions; and (v) date and time for next
status update from SAP. Subsequent status updates shall include a
summary of the actions undertaken so far; planned next steps; and date and
time for next status update. The SLA for Corrective Action only refers to that
part of the processing time when the incident is being processed at SAP
(“Processing Time”). Processing Time does not include the time when the
incident is on status “Customer Action” or “SAP Proposed Solution”, whereas
(a) the status Customer Action means the incident was handed over to
Licensee; and (b) the status SAP Proposed Solution means SAP has
provided a Corrective Action as outlined herein. The SLA for Corrective
Action shall be deemed met if within four (4) hours of processing time: SAP
proposes a solution (status “SAP Proposed Solution”), a workaround or an
action plan; or if Licensee agrees to reduce the priority level of the incident.

2.5.4. Prerequisites and Exclusions.

a. Prerequisites. The SLAs shall only apply when the following prerequisites
are met for all incidents: (i) in all cases except for Root Cause Analysis for
Custom Code under Section 2.6 below, incidents are related to releases of
SAP Software which are classified by SAP with the shipment status
“unrestricted shipment”; (ii) incidents are submitted by Licensee in English
via the SAP Solution Manager Enterprise Edition system in accordance with
SAP’s then current incident processing log-in procedure which contain the
relevant details necessary (as specified in SAP Note 16018 or any future
SAP Note which replaces SAP Note 16018) for SAP to take action on the
reported incident; (iii) incidents are related to a product release of SAP
Software which falls into Mainstream Maintenance or Extended

VHUNAEHTBI, koTopble SAP npuHumaet B obpaboTky ¢ Mpuoputetom 1 unm 2
N KOTOpble COOTBETCTBYIOT 06s3aTenbHbIM MpeaBapuTENlbHbIM YCIOBUSM,
NnepeyvncrneHHbiM B HacCToOsLWEM [OKyMeHTe, B OTHOLIEHWM KoMOuHauui
ycTaHoBOK JlnueHsnata n ngeHtmdukatopos cuctem («SID»), ykasaHHbIX B
npunaraemom k Jorosopy OnucaHuu obbema ycnyr ActiveAttention. Takue
SLA BCTynawT B CWUMy HauduMHas € nepsoro nonHoro KanengapHoro
KBapTana, cnepyoLlero 3a gatow nognucaHus [lorosopa.

2.5.2. SLA B OTHOLLIEHUN CPOKOB MEPBUYHOIO pearmpoBaHns :

a. MHuunpeHtbl ¢ [Mpuoputetom 1 («O4eHb Bbicokuii»). SAP o6sa3yetcs
pearvpoBaTb Ha MHUUAEHTHI ¢ [MpuoputeTom 1 B TeveHne 1 (ogHOro) yaca c
MOMEHTa MOCTyNNeHns Takoro nHunaeHta B SAP (B ntoboe Bpems CyToK 1 B
nobon AeHb Hegenw). MHumpeHTy npuceamBaetcs [lpuoputet 1, ecnu
BO3HMKWAs npobnema wuMeeT oO4eHb Cepbe3Hble NOCMeACcTBUS AN
OCYLLECTBIEHUsI CTaHAapTHbIX Br3Hec-onepaunii, 1 BbINOMHEHNE CPOYHBIX,
KPUTUYHBIX Anst 6usHeca paboT CTaHOBUTCS HEBO3MOXHbIM. OBbl4HO 3TO
BbI3blBAETCH TakMMU OOGCTOSITENbCTBAMM, KaK MOMHbIA OTKa3 CUCTEMBI,
Henonagky B UeHTpanbHbiXx QyHKUMAX SAP unu Kputuyeckme npobnems,
npu ycrnoBuu, YTO B KaXAOM M3 TakuMx CriydaeB OTCYTCTBYeT 0OXOAHOe
pelueHve.

6. WHumpentbl c [puoputetom 2 («Bbicokuii»). SAP pearupyeT Ha
nHUMaeHTol ¢ [puoputeTom 2 B TeyeHue 4 (4eTbipex) 4acoB mocrne
NOCTyNneHusi Takoro mHuugeHta B SAP B TeyeHue MecTHoro pabouero
BpeMeHu. WHUMOEeHTY npucBavBaeTcsi MNpUOPUTET 2-T0 YPOBHS, €crnu
CYLLECTBEHHO 3aTpyAHEHO BbINOSIHEHWE CTaHAAPTHbIX GU3Hec-onepauuii n
OTCYTCTBYET BO3MOXHOCTb BbINOMHATE psif HeobxoauMbix 3agadv. Takas
cuTyauusi OObIYHO SIBMSIETCS Pe3yNibTaTOM HEKOPPEKTHOW WM HEBEPHOW
paboTbl OYHKUUIA, NpefHasHa4YeHHbIX AN BbIMOMHEHWS TakMx onepauui
vivnu 3agav.

B. [JONONHUTENBHYIO MHMOPMaLUK O Ha3HaYeHM YPOBHEN MpUopuTeTa CM.
B SAP-HoTe 67739, pa3smelleHHon B 6a3e AaHHbix SAP-HOT Ha BebG-caiite
nogaepxkun knnentos SAP no agpecy http://support.sap.com/notes.

2.5.3. SLA B OTHOLWIEHWMN CPOKOB NPeaoCcTaBleHUs KOPPEKTUPYIOLLUX Mep
ana  wHumpentoB ¢ [Mpuoputetom 1: SAP npepocTaBnsieT pelleHue,
obxogHOM nNyTb WM nnNaH [AeNCTBMA NO paspelleHntio MHUMAeHTa C
Mpuoputetom 1 («KoppekTupylolime mepbi») B TedeHue 4 (4eTbipex) Yacos
C MOMEHTa MOCTYyNfeHnst Takoro nHungeHTa B SAP (B noboe Bpems CyToK u
B niobon aeHb Hegenw). B cnyyae ecnu B kavectBe KoppekTupyioLen mepbl
JNnueHsnaty npepocTaBnsieTcs nnaH AeNCTBUA MO pelleHuto npobrembl,
Takon nmnaH Bkm4vaeT: (i) uHdopmauu o cratyce npouecca peLleHust
npobnemsl; (i) MHDOpPMaLMIO O 3annaHWpPOBaHHbLIX AanbHEWLWMX Lwarax cC
yKa3aHWeM OTBETCTBEHHbIX MU, HasdHauveHHbIx SAP; (iii) uHdopmauuo o
HeobOxoAuMbIX AencTBuax JlvueHanata Mo COMPOBOXAEHWMIO Mpolecca
peweHuss npobnembl; (iv) N0 BO3MOXHOCTW, MMaHWpyemble AaTbl
OCYLLECTBIEHUsI Mep, NPeAnpUHMMaeMbiX CO CTOpoHbl SAP; u (v) gaty u
Bpemsi criegytowero obHOBMEHNs cTtaTyca co CTopoHbl SAP. [danbHenwune
OBHOBMNEHMS CTaTyca BKMYAOT KpaTKoe onncaHue yxe npeanpuHaTbiX Mep;
MH(OPMaLMIO O CreayoLMX 3anfaHNpOBaHHbIX AeVCTBUAX; U AaTy 1 BpeMs
crnepytowero obHoBneHuss cratyca. SLA ans  KoppekTupylowmx mep
OTHOCUTCSI TOMbKO K TOW 4acTu BpemMeHn ob6paboTku, koraa MHUMOEHT
obpabatbiBaetcs B SAP («Bpemsi obpaboTku»). Bpemsi obpaboTkm He
BKMOYaEeT Bpemsi, B Te4EeHMEe KOTOPOro MHUMAEHT umeeT ctaTtyc «[encteve
3akasuumka» unu «lMpennoxeHHoe peweHne SAP», npu atom (a) «dencTBue
3aKasymka» O3HavaeT, 4YTO MHUMAeHT Obin nepegaH Jlvuensumaty; u (b)
cratyc «lpegnoxeHHoe pelweHue SAP» o3HayaeT, 4TO KoMnaHuen SAP
6bino npepocTaBneHo KoppekTupyiollee AelcTBUE B COOTBETCTBMM C €ro
onpegerneHnemM B JaHHOM JOKYMeHTe. SLA B OTHOLLUEHUN KOPPEKTUPYIOLNX
OencTBMIn cunTaeTcst cobnogeHHbIM, ecnn B TedeHue 4 (4eTbipex) Yacos
KomnaHuen SAP npeanoxeHo pelueHve («MpeanoxeHHoe pelieHne SAP»),
BPEMEHHOEe pelleHne unu nnaH Aenctsui, nubo ecnu JlvueHsmaTt pgaet
corracue CHU3NTb YPOBEHb MpYopUTETa UHLMAEHTA.

2.5.4. NpegBapuTenbHble YCITOBUS U UCKIOYEHMUS.

a. MpenBaputensHble ycnosua. SLA OeNCTBYHOT TOMbKO MPW BbINMOMHEHWUN
crnegylowmx obssatenbHbIX YCnoBUA Ans  BceX uHUuaeHTtoB: (i) 3a
WCKMIOYEeHNeM  CryyaeB, Kacalwmxcs AHanm3a OCHOBHbIX  NPUYUH
VMHUMOEHTOB ANs NOMb30BaTENbCKOro Koga M OnNMcaHHbIX B NyHkTe 2.6, Bce
VHUMAEHTBI OTHOCATCA K Bbinyckam [porpammHoro obecnedvenuss SAP,
KoTOpble knaccugpuumpytotcs SAP kak uMmerolme cTatyCc «HeorpaHuyYeHHas
noctaskay; (i) MHUMAEHTLI NpegocTaBnsAloTCs JIMUeH3MaToM Ha aHrMMACKOM
A3blke, nepeparTca 4vepe3 cuctemy SAP Solution Manager Enterprise
Edition B cOOTBETCTBUM C AEWCTBYIOLLE HA MOMEHT OTNPaBKu npoLeaypon
06paboTkn MHLMOEHTOB C yKasaHMeM BCEX CBeAEeHWN (onpeaeneHHbiX B
SAP-HoTe 16018 unu B nobow nocnegytowlen SAP-HOTe, KOTOpasi 3aMeHuUT
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Maintenance. For Priority 1 incidents, the following prerequisites must be
fulfilled by Licensee: (a) the issue and its business impact are described in
detail sufficient to allow SAP to assess the issue; (b) Licensee makes
available for communications with SAP, twenty four (24) hours a day, seven
(7) days a week, an English speaking contact person with training and
knowledge sufficient to aid in the resolution of the Priority 1 incident
consistent with Licensee’s obligations hereunder; and (c) a Licensee contact
person is provided for opening a remote connection to the system and to
provide necessary log-on data to SAP.

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

2.5.5. Service Level Credit.

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

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

SAP-HoTy 16018), Heobxoammbix SAP ONs MPUHATAA Mep MO PeLUeHuo
BO3HMKWIEro  uHUMAeHTa;  (iii) WMHUMOEHTbl  OTHOCATCA K BbIMYCKY
MporpammHoro o6ecneveHuss SAP, Ha KOTOpPOe pacnpoCTPaHATCH YCNoBUs
OcHOBHOrO unuM PacliMpeHHOro ConpoBOXAEHUSA. [Ons MHUMOEHTOB C
Mpuoputetom 1 JlnueHsnaT  gorkeH BbINOMHUTb cnegywowme
npenBaputenbHble ycrnoBusi: (a) npobnema n ee BnusiHME Ha 6Gu3Hec
JIvueHanata fomkHbl OblTb ONMCaHbl HACTONbKO NMOAPOOHO, HACKOMBKO 3TO
Heobxoaumo SAP ans ee oueHku; (6) JNuueH3naT HazHa4YaeT KOHTaKTHOe
nuuo, kotopoe 6ydeT AocTynHO Ans obmeHa uHpopmauumen ¢ SAP 24
(nBapuaTe yeTbipe) Yaca B CyTku 7 (CemMb) OHEN B Hepemnio, Brnageet
QHIMUNCKMM A3bIKOM U 06nagaeT A0CTaTOYHbIMU 3HAHUSIMU U HaBblkamu,
4TOOblI MOMOYbL, B COOTBETCTBMM C obOsizaTenbcTBamu JlMueHsuata no
HacToALeMy OOKYMEHTY, B pelleHun uHUugeHTa, nepepaHHoro B SAP ¢
Mpuoputetom 1; (B) JlMUEeH3naTOM Ha3Ha4YaeTCs KOHTaKTHoe nuuo Ans
OTKPbITUA yOaneHHOro MOAKIIOYEHUsT K CUCTEME W ONs npefocTaBreHust
SAP HeobXxoouMbIX PEerMcTpauMoHHbIX OaHHbIX AN BXoga B cUCTEMY
JlueHsanaTa.

6. Ucknioyenusa. N3 SLA wcknioyawTcs cnepylowye Buabl UHUMOEHTOB C
MpuoputeTom 1: (i) MHUMAEHTBI, OTHOCALUMECS K BbiMyckaM, Bepcusam u/vnm
YHKLUUSIM  NporpaMMHOro  obecrneyeHusi, KoTopoe pa3pabaTbiBanochb
cneumanbHo Ansa JlvueHsnara (B TOM yucne nporpammHoro obecneyeHus,
paspaboTaHHoro opraHusaumert SAP Innovative Business Solutions w/unm
[OoYepHUMU KoMMaHnsaMu SAP), 3a UCKMOYEHUEM MOMNb30BaTENbLCKOrO Koaa,
CO3[aHHOro C MOMOLLBI MHCTPYMEHTarnbHbIX cpeacTB paspaboTkm SAP; (i)

WHUWOEHTDI, OTHOCALWKMeCca K  BepcuaMm  Ond KOHKPETHbIX  CTpaH,
peann3oBaHHbIM  Kak NapTHEepCKMe  OOMNOMHeHudA, pacwunpeHna  unum
moaudukaLmm, UCKIo4YarTcA, haxe ecnu Takne Bepcun  ana

COOTBETCTBYIOLMX CTPaH ObINM co3fgaHbl camol komnaHuen SAP wnnu ee
ahdpunmnpoBaHHbIM NnLOM; (iii) OCHOBHAsA MpUYMHa MHLMAEHTa KPOETCs He B
AedeKTe Unm HeMcnpaBHOCTK, @ B OTCYTCTBUM (DY HKLIMOHANbHOCTH («3anpoc
Ha pa3paboTky»), UMW Xe WHUWOEHT KnaccuduumpyeTcs kak 3anpoc
KOHCYNbTauum.

2.5.5. HeycTomka.

2.5.5.1. OnpegeneHHble Bblwe obs3atensctBa SAP cornmacHo SLA
CUYMTAIOTCA BbIMOMHEHHLIMW, €CMN YCTAHOBMEHHbIE CPOKW pearmpoBaHus
Obinn cobntogeHbl He MeHee yeM B 95% (meBsiHOCTA MNSATU MpOLLEHTaXx)
cnyyaeB oT obuwero konuyecTBa no BceM SLA 3a KaneHgapHbli kBapTan.
Ecnn B kakon-nnbo KaneHpapHbii kBapTan B TeveHne Cpoka okasaHus
ycnyr ActiveAttention  JluueHsmat HanpaeuT MeHee 20 (gBapuaTu)
VHUWAEHTOB B COOTBETCTBUM C BbilLeykasaHHbIMU SLA (B COBOKYNHOCTM Mo
BcemM SLA), JluueHsmaT cornawaetcs ¢ TeM, 4yTo obsisatensctBa SAP no
BblleonucaHHblM SLA cYMTaloTCH BbINONMHEHHLIMKU, ecnt SAP He npeBbICUT
ycTaHoBneHHble B SLA cpoku pearmpoBaHusi 6onee 4em Ansi OQHOrO
MHUMAEHTa B TedeHne atoro KanengapHoro ksapTana.

25.5.2. B cootBetctBUM C nyHKTOM 2.5.5.1 B cnyyae HecobnioaeHus
BPEMEHHbIX  orpaHudeHuin  CornaweHus o6  ypoBHe  cepsuca
(«<Heucnonnenne SLA») B pJeiicTBMe BCTynalT crnegylolime npasuna wu
npoueaypsl: (i) JlnueHanat uHdopmupyeT SAP B NUCbMeHHOW copme O
Kaxgom npegnonaraemom HeucnonHeHun SLA; (i) SAP paccneayet Bce
npeTeHsnun Takoro poda W MNPeAcTaBnseT  MUCbMEHHbIN  OTYeT,
NoATBEPXAALWNA  Unn  onposepraowmii 060CHOBaHHOCTb  NMpeTEH3UM
Jlvuensnara; (i) JinueHsnar obsidyeTcss okasbiBaTb pa3ymHOe COAencTBue
SAP B ycTpaHeHun BCex MpobremM U1 KOPPEeKTUPOBKE MPOLEeCccoB,
npensTcTByoLWMX cobntogeHnio PSLA co ctopoHbl SAP; (iv) B COOTBETCTBUM
C NonoXeHusiMu nyHkTa 2.5.5, ecnn Ha ocHoBaHMW oT4yeTa ByaeT foka3aHo
HeuncnonHeHve SLA, SAP o6s3yeTcst npegocTasuTb JiMueHanaty HeycToiky
3a HecobnogeHe ypoBHSA cepBuca («Heyctonka»), koTopasi yunTbiBaeTcs
npu onnarte CneayoLlero cyeta, BbiCTaBnseMoro JlvueHsuaty 3a ycnyru
ActiveAttention, B pasmepe 0,25% (gBaguatv NATU COTbIX MpoOLEHTa) OT
yctaHoBneHHoro  Ans  JluueHsnata  BosHarpaxgeHus  3a  ycnyru
ActiveAttention 3a cooTBeTcTBylOWM KaneHaapHbll KBapTan 3a Kaxabli
npeacTaBneHHbIN U NOATBEPXAEHHbIN OTYETOM crnydyan HeucnonHeHns SLA.
lMpn aTOoM MakcumarnbHas COBOKyMHasi Cymma HeycTonku 3a Kaxabln
KaneHpapHbln kBapTan He MoxeT npesblwaTe 5% (NSTM NpouUEeHTOoB) OT
yctaHoBneHHoro  Ans  JluueHsnata  BosHarpaxgeHus  3a  ycnyru
ActiveAttention, okasaHHble B 3TOoT KaneHpapHbli kBapTan. Jluuensuar
0653aH ysegomute SAP 0 niobbix npuumntalowmxcs HeycTolikax B TedeHve 1
(ogHoro) mecsiua nocne OkOH4YaHus KanewgapHoro ksapTtana, B KOTOPOM
mmerno mecTto HesbinonHeHne SLA. LUtpadHble caHKUMM HE MPUMEHSIOTCS B
cnyvae, ecnu SAP He nony4uT ot JlMueH3anaTa NUCbMEHHOro YBEAOMITEHUS
Cc 0bocHOBaHHbIM TpeboBaHuem ynnaTuTe Heyctoviky. MpedycmoTpeHHas
nyHkToM 2.6.5 Heycroika sBNsieTcs eOMHCTBEHHbIM W UCKMYUTENBbHBIM
CpencTBOM NpaBoBOM 3alMThl JlMLeH3naTa B criydae npegnonaraemoro unm
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2.6. SAP Root Cause Analysis for Custom Code.

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

2.7. SAP Product Engineer on Demand Services.

2.7.1. SAP Product Engineer on Demand Services (‘PED Services”) is a
remote service, unless otherwise agreed, which provides access to an SAP
support engineer (“Product Engineer”) for advice in, but not limited to, the
following areas: (i) analysis of incidents or issues; (i) issue
resolution/workarounds; (iii) best practices; (iv) software design. PED
Services are provided solely for the Production System application
components and corresponding Licensee installations specified in an
ActiveAttention Services Scope Document to an Order Form.

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

2.7.3. PED Services do not include implementation services or delivery of
remote services available under a Support Schedule. In addition, PED
Services do not apply to: i) incidents regarding a release, version and/or
functionalities of the Production System application components developed
specifically for Licensee (including, without limitation, those developed by
SAP Innovative Business Solutions and/or by SAP subsidiaries); ii) country
versions that are not part of the Production System application components
and instead are realized by partner add-ons, enhancements, or modifications
are expressly excluded even if these country versions were created by SAP
or an affiliate of SAP; (iii) the root cause behind the incident is not a
malfunction, but missing functionality (“development request”) or the incident
is ascribed to a consulting request.

bakTnyeckoro HesbinonHeHus SLA.
2.6. AHanu3 nepBONPUYNH C60€eB ANSA NoNb3oBaTeNbCKOro Koaa.

2.6.1. SAP npoBOAMT aHanm3 OCHOBHbIX MNPWYUH WHUMOEHTOB Ans
nonb3oBaTenbckoro  koga JlvuueHauata, CO3[Q@HHOTO  C  MOMOLLbIO
MHCTPYMEHTanbHbIX CpeacTB pa3paboTkn SAP, B KpUTUYHBIX Ana GusHeca
CUTyauMusix U MOXeT NpefoCTaBUTb PeKOMeHAaLUMN No pPeLLeHNo UHUMAEHTa
B COOTBETCTBMM C ycroBuammn SLA, npuBedeHHbIMN B NyHKTax 2.5.2 n 2.5.3
M NPUMEHUMBIMW K MHUMAEHTaM ¢ Mpuoputetamm 1 1 2, KOTOpble KacalTcsa
KoMOWHaum  yctaHoBok JluueHsuata u  SID, nepeyucneHHbiXx B
npunaraemom k [loroBopy OnucaHum obbema ycnyr ActiveAttention, u
KOTOpble HanpasneHbl JluueH3naTtoM B COOTBETCTBUM C MyHKTOM 2.5.4(a).
[na nonyvexuns ycnyrn SAP no aHannay OCHOBHbIX MPUYUH HLMOEHTOB ANs
nonb3oBaTenbcKoro koga JluueHamaT, moMrMo BbIMOMHEHUST 06s13aTenbHbIX
npefBapuTenbHbIX YCrnoBui anst SLA, ykasaHHbIX B NyHkTe 2.5.4(a), [omkKeH
3aperncTpypoBaTtb CBOM MNOMb30BaTeNnbCKUM Kog B cBoen cucteme SAP
Solution Manager Enterprise Edition B cooTBeTCTBUM C OENCTBYOWMMN Ha
TOT MOMEHT cTaHgapTamu SAP (nogpobHyl MHOpMaumio CM. MO CCbifke
http://support.sap.com/supportstandards). HesaBucumo oT no6bIx
MOMIOXEHUA HacToslero [AokymeHta 06 06paTHOM, BbILLIEU3NOXEHHbIe
nonoxeHmss SLA B OTHoweHUn KoppekTupylowmx mep AN WMHUUOEHTOB C
Mpuoputetom 1, oTHOCALWMXCS K NOMb3oBaTenbCckoMmy kody JluueHsmara,
CYMTAIOTCH BLINOMHEHHBIMW  KOMMaHuel SAP, ecnu 6binn  BbISBMEHb!
BO3MOXHbl€ OCHOBHblE€ MNPUYMHLI  WHUMAEHTa wwunn cbos B paboTe
nonb3osaTenbckoro koga JlmueHsnarta. Yenyra SAP no aHanusy OCHOBHbIX
NPUYMH  MHUMAEHTOB ANA  MONb30BATENbCKOro KOAA He  BKMOYaeT
npefocTaBneHne McnpaBneHnit, 06XoAHbIX NyTel unu pelueHuns npobnem
AnNSA nonb3oBaTenbckoro koda JlvueHsnata He3aBUCMMO OT TOro, keM 6bin
co3daH nonb3oBaTenbckun koA JluueHsnata WcnpasneHus PyHKUMN ©
€nocobbl peLleHns CBA3aHHbIX C HAMU MHLUWAEHTOB MOTYT NpeaoCcTaBnsaTbCs
opraHusauuenn SAP Innovative Business Solutions no otaensHomy
cornalieHumto.

2.7. Ycnyru SAP Product Engineer on Demand.

2.71. Ycnyrm SAP Product Engineer on Demand («Ycnyru PED»)
NpefocTaBnsloTcs B OWCTaHUMOHHOM  pEXWUME (eCrnuM  CTOPOHbl  He
[0roBopunucb 06 MHOM) U MO3BONSAT 0OpPaTUTLCA K MHXeHepy ycnyr SAP
no conposoxgeHuo («NHxeHep-pa3paboTumk») 3a KOHCynbTauuen Mo
BOMpocaMm, OTHOCALLUMCS B TOM Yucne K cregyowmm obnactam: (i) aHanus
VHUMAEHTOB wnun owunbok; (i) ycTpaHeHue Henonagok Wnu BpeMeHHoe
peweHue; (iii) npakTnyeckne pekomeHgauuu; (iv) paspaboTtka nporpaMMHOro
obecneveHns. Ycnyrm PED npegocTaBnsiloTCA  UCKMIOYUTENbHO AN
NPUKNaaHbIX KOMMOHEHTOB [pOAYKTUBHBIX CUCTEM W COOTBETCTBYHOLLMX
yCTaHOoBOK JlMLeH3mnaTa, ykasaHHbIX B npunaraemom K [orosopy OnucaHum
obbema ycnyr ActiveAttention.

2.7.2. Ytobbl HayaTb ucnonb3oBaHue Ycnyr PED, JluueHsmat otnpaenser
cogepxalime BCe AeTanu WHUMAEHTbl Ha aHIMUACKOM $i3blke C MOMOLLbIO
nporpammHoro obecneveHuss SAP Solution Manager Enterprise Edition B
COOTBETCTBUM C OENCTBYIOLLLEN HA MOMEHT OTNPaBKX NPoLeaypon nepegaym

MHUMAEHTOB " coobLaet HxeHepy-paspaboTymky HomMep
COOTBETCTBYIOLUETO MHUMAEHTE, MO KOTOPOMYy WHxeHep-pa3paboTymk
[OMKeH  MpednpuHsTb  onpefeneHHble  aeucTBus.  Yenyru  PED

NpefocTaBnsloTCs TONbKO B OTHOWEHWMM: (i) WMHUMOEHTOB, KacakwLwumxcs
ykasaHHblx B npunaraemom Kk [JoroBopy Onucavun obbema ycnyr
ActiveAttention npuknagHbIX KOMMOHEHTOB, KOTOpble KnaccuuumpyoTcs
SAP kak umeroLne cTaTyc «HeorpaHUYeHHasi noctaekay, u (i) MHUMAEHTOB,

OTHOCSILUMXCA K BbIMyCcKaM MPUKNagHblX KOMMOHEHTOB, Ha KOTOpble
pacnpocTpaHsTcs ycnosus OcCHOBHOro nvinu PaclumpeHHoro
COMPOBOXAEHMS.

2.7.3. Ycnyrmu PED He BkntovawT B cebsi ycrnyrv Mo BHEAPEHWO Wnu
npegocTaBrneHne yaaneHHbIX YCryr, OnucaHHbix B [lpunoxeHun o
nogaepxke. Kpome Ttoro, Ycnyru PED He MpUMEHSOTCA B OTHOLUEHWUM i)
VHUMOEHTOB, CBA3aHHbIX C BEpCUei, BbIMYCKOM WNU (PYHKLMOHANbHbLIMU
BO3MOXHOCTSIMM  MPOrPamMMHbIX  KOMMNOHEHTOB  [pOAYKTUBHBIX  CUCTEM,
KoTopble paspabaTbiBanucb cneuunanbHo Ans JluueHsmata (B TOM uyucne
opraHusauuenn SAP Innovative Business Solutions wwunu godyepHummn
KoMnaHusimm SAP); ii) MHLMOEHTOB, CBA3AHHbLIX C BEPCUSIMU A1 KOHKPETHbIX
CTPaH, He BXOAALMMMN B COCTaB MPOrpamMMHbIX KOMMNOHEHTOB [pOAYKTUBHBIX
cucTeM, a peanu3oBaHHbIMW B BMAe NaApPTHEPCKMX  AOMOSTHEHUN,
paclwmpeHuin unu Moaudukaumn, gaxe ecnu Takue BepcuMu CO3AaHbl
koMmnaHuenn SAP unu ee addunupoBaHHbIM nuuoM; (iii) MHUMAEHTOB,
OCHOBHOW MPUYMHON KOTOPbLIX SIBMSIETCA HE HEWUCNPaBHOCTb, @ OTCYTCTBUE
Kakov-nmbo yHKLMOHANbHOW BO3MOXHOCTH («3anpoc Ha pa3paboTky» ), unu
VHLUMOEHTOB, OTHECEHHBIX K KATEropuu 3arnpocoB Ha KOHCYMbTaLMIo.
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2.7.4. SAP will assign one (1) Product Engineer for each Production System
application component and installation combination specified in a
ActiveAttention Services Scope Document to an Order Form within four (4)
weeks of the PED Services Start Date. Such Product Engineer(s) will be
available for an eight (8) hour period between 8:00 am to 6:00 pm during
regular working days, in accordance with the applicable public holidays
observed by the SAP registered office associated with the installation
covered under PED Services (“PED Office Time”).

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

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

2.8. SAP Accelerated Incident Management — Basic (“AIM — Basic”)
Services.

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

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

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

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

2.7.4. Ons xaxgon komOuHauMy NpuKNagHoro KOMnoHeHTta [poayKTUBHOM
CUCTEMbl W YCTaAHOBKM, OnpedeneHHonW B npunaraemom Kk [orosopy
OnucaHun obvema ycnyr ActiveAttention, SAP HasHayaeT 1 (ogHoro)
WHxeHepa-pa3paboTunka B TeyeHue 4 (YeTblpex) Hegenb nocrne [aTtbl
Havana npegoctasnenuns ycnyr PED. HasHaueHHbIn UHxeHep-pa3paboTyumnk
OyaeT ncnonHaTb cBom 06513aHHOCTM B TeveHue 8 (BoCbMU) YacoB B Nepuos
mexay 8:00 n 18:00 B o6bluHble paboune OHM, Ucknovas oduumanbHble
npasgHUKM  Anst  3apeructpupoBaHHoro odmca SAP, cBs3aHHOMO ¢
YCTaHOBKOW, Ha KOTOPYIO pacnpocTtpaHsitoTes Yenyrn PED («Bpemsa paboTbl
odmca PED»).

2.7.5. JlnueH3mat MOXeT Ha3HauuMTb KBaNUMUUUPOBAHHbLIX COTPYAHUKOB
CBOEro JKCMepTHOro LeHTpa knueHTa SAP, Bragelowmx aHrmvMnckum
s13bIKOM (B KONMMYECTBE, HE MPEBbLILIAIOLLEM YKa3aHHOTO B MpuraraeMom K
DoroBopy OnucaHun obbema ycnyr ActiveAttention), B kKa4yecTBe KOHTaKTOB
ona oA  («KoHTakTHble nuua PED  nuueHswnata») Ans  Kaxagon
KOMOMHaUUKN NpuKknagHoro koMnoHeHTa MpoayKTUBHOW CUCTEMbI U HOMeEpa
YCTaHOBKW, onpefeneHHoi B npunaraemom k [oroBopy OnucaHun obvema
ycnyr ActiveAttention, 1 npegocTaBnsieT KOHTaKTHble AaHHble (BKMo4vas
agpec 9nMeKTPOHHOM MOoYTbl M HOMep TenedoHa), C NOMOLLbIO KOTOPbIX
MOXHO OyaeT B noboe BpeMs cBA3aTbCsA ¢ TakuM KoHTakTHbIM nvuom PED
JInueHanaTa unu ero ynonHoOMoYeHHbIM npeacTtasmTtenem. KoHTakTHoe nuuo
PED nuvueHavaTa AOMKHO 3aHMMaTb [OMKHOCTb, KOTopasi no3BonsieT ObiTb
NOMHOMOYHBLIM MpeacTaButenem JluueHsnata ¢ NpaBOM MNPUHATUS OT ero
VMEHUN HEOOXOAMMbIX PELUEHUA UMW OPraHn3auun NPUHATUA TakKUX peLueHnn
6e3 HeobocHoBaHHOW 3agepxku. Ycnyrn PED  npepoctaBnstoTtcs
VCKNIOYNTENBHO Ha3HavyeHHbIM KOHTakTHbIM nuuam PED nuueH3unara.

2.7.6. B kayectBe nogrotoBku Kk npegoctasneHuto Yenyr PED KoHTakTHoe
nmmyo PED  nuueHsnMata u HasHayeHHble  VIHXeHepbl-pa3paboTyunkm
COBMECTHO NpOBOASAT OAHY obs3aTenbHyl npoueaypy HacTponku Ans
3aTparnBaembix KOMOMHaUWMA MporpaMMHOrO KOMMoHeHTa [1poayKTUBHOM
CMCTEMbI M YCTaAHOBKW. Takasi HacTponka OCYLLEeCTBMAETCA B COOTBETCTBUN
COo cTaHgapTamu u TpeboBaHUAMN JoKyMeHTauum SAP.

2.8. SAP Accelerated Incident Management — OCHOBHble ycnyru
(«OcHoBHbIe ycnyrn — AlM»).

2.8.1. SAP obecne4ynBaeT CBA3b C aHrOroBOPsLL MM COTPYAHUKOM B crnyxbe
nogaepxkn SAP («Menegxep SAP no mHumaeHtam») ¢ 08:30 go 17:30 no
MECTHOMY BpPEMEHM C MOHeAdernbHUKa MO MSATHWLY, €CNU CTOPOHbl He
noroBopunuce 06 MHOM B MUCbMEHHOWN hopMe, C LieNnblo NpeaocTaBneHus
nogaepxkn JlnueHsvata B onTuMu3aumm 06paboTkM  WMHUMOEHTOB C
Mpuoputetamn 1 n 2, onpegenexHbix B cooTBeTCTBYIOWEM CornalueHum o
nopaepxke SAP. MeHeoxep SAP no nHumaeHTam HasHavyaeTcs B TedeHune 6
(wecTtn) Hepgenb nocne nognucaxus Joroeopa.

2.8.2. MeHepxep SAP no wuHumaeHTam obecneumBaeT: (i) MOHUTOPUHT
ctatyca 06paboTku wHUMAEHTa W MpeanpuHUMaemblX OEeWCTBUA  ANs
vHumgeHToB ¢ [lpuoputetamn 1 un 2; (ii) npegocTaBneHwe OTYETOB MO
TpeHdaMm, CBSI3aHHbIM C MHUMAeHTamu JlvueHawata BCex MpUoOpUTETOB B
BblOpaHHbIX cucTemax; (iii) npoBedeHWe ceaHCOB MO pacnpeneneHunio
MOSIHOMOYMIA B pamMKax Mpouecca ynpaefeHus wHuugeHtamu; (iv)
nepuognyeckoe npoBefeHVe AMCTaHLMOHHBIX COBelaHuii ¢ JiueHsnaTom
no Bonpocam cTaTtyca UHUMAeHToB JlnueHsmnaTa.

2.8.3. Kpome Toro, SAP Ha3HayaeT MeHemxepa Mo pelleHno KpUTNYeckmnx

CUTyaumMin u3 4nucna COTPYAHWKOB cnyxbbl nopaepxku SAP  ans
AMCTaHLUMOHHOTO  KOOPAWHMPOBaHMS paboT u/unu  okasaHWs  MOMOLLM
HasHa4yeHHoMy JIMLIeH3MaTOM KOHTakTy no ynpaeneHuo («KoHTakT

nuueHsnaTta») B OTHOWeHUM uHumaeHToB [puoputeta 1. MeHemxep no
PELUEHUI0 KPUTUYECKMX CUTyauu HasHayaeTcs npubnuantenbHo yepes 1
(oguH) yac nocne 3anpoca JlMueHsnaTa, 3a00KYMEHTMPOBAHHOrO B
vHungeHte c¢ lpuoputetom 1. HasHayeHHbI MeHemXep MO peLeHuo
KPUTUYECKMUX CUTyaumin ByaeTt AocTyneH ans B3avmogencTeust ¢ KoHTaktom
nVLeH3naTa, Noka He HacTyMUT camoe paHHee U3 crieaylowmx cobbiTuic: (i)
paspelleH/e Unu BpeMeHHoe pelueHne mHuupeHta ¢ Mpuoputetom 1; (ii)
cHmxeHune [Mpuoputeta 1 wHUMaeHTa Ao 6onee HUM3KOro ypoBHS; (iii)
NPUHATWE CTOPOHaMy  CcorfalleHns O MNpeKpaleHUM  MOMHOMOYUA
Ha3Ha4yeHHoro nuua SAP.

2.8.4. OcHoBHble ycnyru AIM npegocTaBnsAlTCA MCKMYUTENBHO AN
KOMOWHaUMA NpPOAYKTMBHBLIX YyCTaHOBOK JlMueH3naTa U uaeHTUdUKaTopoB
cuctem (SID) w/vnu kombBuHauuii O6nadvHblx ycnyr SAP U yCcTaHOBOK,
yKkaszaHHbIx B npunaraemom k [oroBopy OnucaHuu obbema ycnyr
ActiveAttention. Bce npogyktvBHble SID B pamkax OAHOW YCTaHOBKM
JNnueHsnata AomkHbl OblTb BKMIOYEHbl B kOMOWHauum SID n ycTaHOBOK
JNnueHsmnarta, Bxogswme B o06bem OcHoBHbIX Yycnyr AIM  cornacHo
HacTosiLeMy [OOKYyMeHTY. JlueHsmatr moxeT BblopaTe OCHOBHble ycnyrv
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SAP Note 2649568.

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

2.8.6. As preparation for delivery of AIM — Basic Services, Licensee’s AIM
Contacts and the assigned SAP Incident Manager will jointly perform one (1)
initial remote set-up meeting.

2.9. SAP Baseline Support for Innovative Business Solutions (“IDP
Support”). IDP Support provides incident handling support services as
described in the Exhibit 1 attached hereto for all Features delivered to, and
accepted by Licensee, under an SAP Innovative Business Solutions
Development Scope Document(s) under an Order Form or a Statement(s) of
Work (SOWSs) specified in an ActiveAttention Services Scope Document to
an Order Form (“IDP Support Eligible Scope Document(s) or SOW(s)”)
excluding software to which special support agreements apply (which
includes, but is not limited to, SAP Enterprise Support or SAP Product
Support for Large Enterprises).

3. Engagement Management.

3.1. Each party shall designate an Engagement Manager. SAP’s
Engagement Manager will be the assigned FTQM. Licensee’s Engagement
Manager will be English speaking and empowered to make necessary
decisions for Licensee or bring about such decision without undue delay.
Such Engagement Managers shall cooperate closely with each other to
administer the terms of the Agreement. ActiveAttention Services performed
by the assigned SAP resources will be coordinated with Licensee’s
Engagement Manager

3.2. In addition, the parties shall conduct regular executive meetings during
the term of ActiveAttention Services (“Executive Meetings”). Such Executive
Meetings will occur no less than once per quarter at times and dates
mutually agreed to by the parties. The purpose of such Executive Meetings
is to review, discuss and mutually agree if further measures are required to
achieve the purposes of the ActiveAttention Services based on the then
current ActiveAttention Services status. Each meeting will include a status
report on progress in the key focus areas, including, but not limited to, the
following:

. 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

. Identification of risks and/or delays that may jeopardize the
performance of Licensee’s SAP Software solution including risk
mitigation recommendations

. Implementation of recommendations

. Discussion of open issues and any change requests from either
party

. Relevant details regarding project organization and planning

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

3.3. SAP Cloud Governance. In the event Licensee has subscribed to SAP

AIM ans O6nayHbix yenyr SAP, ykasaHHbIx B SAP-HOTe 2649568.

2.8.5. JlnueHsnat MoxeT HasHauuMTb A0 3 (Tpex) KBanuULMPOBaHHbIX
KOHTaKTHbIX UL, BNaaetoLWnX aHIMUACKUM A3bIkoM («KoHTakTHble nuua AlM
JlvueHsnatar), n NpefocTaBnseT KOHTAKTHbIE AaHHble (B YacTHOCTU, agpec
3MNEKTPOHHOM NOYThl U HOMep TenedoHa), N0 KOTOPbIM MOXHO CBA3aTbCH C
KoHTakTHbiM  nuuom  AIM  JlvuyeHsmata. OcHoBHble  ycnyrn  AIM
NpeaoCcTaBnsitOTCS UCKIIOYUTENBHO HasHa4YeHHbIM KOHTakTHbIM nuuam AlM
JlnueHsanara.

2.8.6. B pamkax noprotoBku Kk npegoctaBneHuto OcHOBHbIX ycnyr AIM
KoHTakTHble nuua AIM JlvueHsnaTa M Ha3HayeHHbin MeHemxkep SAP no
MHUMOEHTaM COBMECTHO npoBoAsAT 1 (04HO) MnepBMYHOE YCTaHOBOYHOE
OUCTaHLMOHHOE CcoBeLLaHune.

2.9. basoBas nopAepXKka WHHOBAUMOHHbLIX Ou3Hec-peweHun SAP
(«Moppepxka IDP»). NMogaepxka IDP BkntovaeT B cebs ycnyrn obpaboTkm
coobLeHni 06 MHUMAEHTax, n3noxeHHble B [lononHeHnn 1 k HacTosLwemy
OOKyMeHTy, nans Bcex ®PyHkumi, npenocTaBnsieMblx JluueHsmaty w
npuHMMaemblx WM cornacHo OnucaHuam obbema paspaboTok SAP
Innovative Business Solutions no ycrnosuam Jorosopa unu [JoroBopa(o) 06
okasaHum ycnyr (OOY), ykasaHHbIX B npunaraemom k [orosopy OnwucaHun
obvema ycnyr ActiveAttention («QOY wnu Onucavus obwbema ycnyr
ActiveAttention ¢ npaBom nopggepxku IDP»), 3a  WCKMOYEHMEM
nporpaMMHOro  OGecneveHnsl, K KOTOPOMY MPUMEHSIOTCS  OTAEerbHble
cornalleHusi 0 noaaepkke (KOTopble BKIOYAOT, MOMUMO MPOYEro, YCryru
SAP Enterprise Support unu SAP Product Support for Large Enterprises).

3. YnpaBneHue B3auMonencTBmeM.

3.1. Kaxgass ctopoHa HasHavaeT MeHexepa B3aumogencTeun. MeHemxkep
B3aMMOOENCTBUA CO CTOpPOHbl SAP HasHavaeTca Ha ponb Mexepxepa no
TexHudeckomy kadectsy SAP Foundation. MeHegxep B3aMmogencTsui co
CTOPOHbI JlMUeH3naTa [OMKeH BnageTb aHIMUACKUM A3bIKoM U UMeTb
NOMHOMOYNA MPUHMMATbL HeobXoAMMble peLleHus OT UMeHWn JlvueHsunarta
WU coOencTBOBaTb MNPUHSATUIO TakuX pelleHuin 6e3 HeonpaBaaHHbIX
3agepxek. Takme MeHenxepbl B3anMoaencTsuin 6yayT TeCHO COTpyaHMYaTh
Opyr ¢ ApyromMm Ans agMUHUCTPUpoBaHusa ycnosui CornaweHus. Ycnyrm
ActiveAttention, BbINOMHsEMble Ha3HaYeHHbIMW crneunanuctamn  SAP,
KoopaMHUpyeT MeHekep B3auMoaenCcTBUIN CO CTOPOHbI JlnleHsunara.

3.2. Kpome TOro, CTOpOHblI NPOBOAAT PErynsipHble COBELLaHWs Ha ypOBHE
pyKOBOACTBA B TeyeHue nepuopga okadaHus Ycnyr ActiveAttention
(«CoBewwaHusa»). Takve CoBeliaHusi MPOBOASITCA HEe pexe 4YeM pa3 B
KBapTan; gatbl M BpeMs MX MPOBeAeHus cornacytTcs ctopoHamu. Llenb
CoBelLlaHuii — paccMoTpeHue, obeyxaeHne " cornacoBaHue
[OMOMHUTENbHBLIX Mep, HeobxoauMbIX Ans 3 EKTUBHOrO okasaHus Ycnyr
ActiveAttention, ucxogs M3 TeKywero craryca Takux ycnyr. Ha kaxgom
CoBellaHuM Takke paccMaTpuBaeTCsi OTYET O XOAE BbIMOMHEHUS yCryr B
OCHOBHbIX 06acTsiX, BKIOYasi CreayoLmue acnekTbi:

. OLieHKa XoAa BbIMOMHEHUS COOTBETCTBYIOLLE Nporpammbl
npepoctasneHns Ycnyr ActiveAttention B conoctaBneHun ¢
COrnacoBaHHbIMW  akTyanbHbIMW  acnekTamu,  KIo4eBbIMU
nokasarensamv 3(deKTVBHOCTN U NMaHOM B3aMMOAEWCTBUIA B
pamkax Ycnyr ActiveAttention;

*  BbISIBINIEHNE PUCKOB W/WNK 3afepXKek, NpeacTaBnsioLmx yrposy
MPOV3BOAUTENIbHOCTM nporpaMMHbIX peLueHui SAP
JlnueHsamnara, BkMoYas PEKOMEHLAL MM MO CHKEHUIO PUCKOB;

. peanu3sauus pekomeHaaumini SAP;

. obcyxaeHne akTyanbHblX NpobrieM u NbGbIX 3anpocoB Ha
N3MEHeHUs1 OT 06EeNX CTOPOH;

. nogpobHas uHdgopmaums,
NnaHMpoBaHWIO NpoekTa.

OTHOCAWAaACA K opraHusauum wu

OT4eTbl ANs coBeLaHwui rotoBATcA MeHegxepomMm B3aMMOLEWCTBUN CO
CTOpoHbl SAP 1 HanmpaBnsiTcad Ha yTBepxaeHue MeHenxepy
B3aMMoaencTesun co CTOPOHbI NuueHsnaTa. Ecnn MeHemxep
B3aUMOLENCTBUI CO CTOPOHBI JluLleH3naTa He OCnopwuI OTYET B MUCbMEHHOW
cdopme, HanpaBuB 3anpoCbl Ha KOHKPETHble W3MeHeHuss B TedeHue 30
(TprauaTn) paboymx AHen nocne ero nonyyeHwsl, oTyetr OyaeT cumTaTbest
noaTeepXkaeHHbIM  JlnueHsnatoM. CTopoHbl 06s3ytoTcs [06poCcoBecTHO
COTpyOHUYaTb B pacCMOTPEHWM BCEX 3anpoCOB Ha M3MEHeHWe oTyeTa u
NOAroTOBKE OKOHYAaTENbHOW pefakuumn, koTopasi 4ormkHa ObiTb yTBEepxaeHa
1 NpUHATa CTOPOHaMM.

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

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

4, Licensee Requirements.

4.1 To receive ActiveAttention Services under an Order Form, Licensee
must: (i) continue to pay all support fees (i.e.; Enterprise Support Fees, or
Product Support for Large Enterprises Fees) under the License Agreement;
and (ii) otherwise fulfill its obligations under the License Agreement, GTC,
the Order Form, and the ActiveAttention Services Scope Document.
Licensee shall have installed, configured and be using an SAP Solution
Manager Enterprise Edition system in accordance with the Support
Schedule, as SAP Solution Manager Enterprise Edition is the service
delivery platform for documenting Top Issues, core business processes and
critical system information. Licensee shall provide remote connectivity and
data access in accordance with the Support Schedule.

5. General Provisions.

5.1. The assigned Embedded Resources will be entitled to their normal
annual vacation leave as set forth in their employment contract with SAP or
other SAP Affiliate company.

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

5.3. Licensee agrees and understands that the assigned SAP resources
(including the assigned Embedded Resources) may occasionally perform
ActiveAttention Services activities hereunder from an SAP office.

5.4. The scope of ActiveAttention Services offered by SAP may be changed
annually by SAP at any time upon ninety (90) days prior written notice to
reflect the continuing development of SAP Software and technical advances
and provided such changes in the scope of ActiveAttention Services are
applied to similarly situated SAP licensees subscribing to ActiveAttention
Services in the Territory as defined in the applicable SAP License
Agreement. In the event SAP exercises its option to change the scope in
accordance with this Section 5.4, and such changes are not acceptable to
Licensee, Licensee is entitled to terminate the ActiveAttention Services
Scope Document(s) to any Order Form(s) affected by such scope change(s)
with effect at the expiration of this ninety (90) day period. If Licensee does
not terminate within such period, the changes are deemed to be accepted by
Licensee.

5.5. Fees are subject to change once per calendar year upon 90 (ninety)
days prior written notice to Licensee. In the event SAP exercises its option to
change fees in accordance with the preceding sentence, and such changes
are not acceptable to Licensee, Licensee is entitled to terminate the

Preferred Care, obnauyHbii Bbinyck, u/unu SAP Preferred Success,
obrnayHbI BbINYCK, Ha nepuop aencrteus [oOroBopoB O MpesocTaBrneHuv
ycnyr SAP ActiveAttention vnu nognuckm JlnueHsnata Ha SAP Preferred
Care, obnayHbliin Bbinyck, u/unu SAP Preferred Success, 0b6nayHblii BbInyck,
CneuuanucTbl Mo CONPOBOXAEHUIO (B COOTBETCTBMM C ONPEAENEHNEM 3TOFO
TepmuHa B MNMonwuTrke nopgaepxkn ObnadHbix ycryr SAP) 6yayT BKMOYEHbI B
npouecc YynpaBneHuss B3aumopencTsMeM B pamkax OCHOBHbIX ycnyr
ActiveAttention [Hanpumep, Ana ydvactus B CoBelwaHusX Ha YpOBHe
PYKOBOACTBA, KOoOpAWHaLUMM AeWUCTBMI C Ha3HavyeHHbIMn MeHemxepamu no
B3aMMOAEeNCTBUIO], ONUCaHHBIN B pasgene 3.

3.4. CTOpOHbI 4OrOoBapuBaloTCA O TOM, YTO COTPYAHUYECTBO CO CTOPOHHUMM
napTHepaMmu-koHcynbTaHTamMu JlvueHsmata («[MMapTHepbl JlvueHsnaTtay)
SABMAETCA KPUTUYECKN BaXKHbIM AN YCNeLHOro B3aMMoAeNCTBUSI B paMKax
oTaenbHbix Yenyr ActiveAttention. JlvueHsnat obs3yetcs obecneuntb
cobniogeHne MNaptHepoM JlnueHsmarta obssatenscTs JueHsunarta, ycnosum
HacToswero Onucanusa ycnyr ActiveAttention u npunaraemoro k [JoroBopy
OnucaHuna obbema ycnyr ActiveAttention, a Takxke rotoBHocTb lMapTHepa
TNnuensnata cotpygHuyate ¢ SAP B cnyyae o6ocHoBaHHoOro 3anpoca SAP o
TakOM COTPyAHWMYecTBe B LensiX BbinonHeHuss SAP cBoux 00653aTenbcrB,
npegycMoTpeHHbIx Onucanvem ycnyr ActiveAttention n npunaraembiM K
Horoopy OnncaHvem o6bema ycnyr ActiveAttention.

4, Tpe6oBaHus k JluueHsumarty.

4.1. Yenyrun ActiveAttention, nepeyuncrneHHble B [orosope,
npeaoCcTaBnsAOTCS NpU YCNoBuK, YTo JinueHsunar: (i) perynsapHo onnayvsaet
BCe YCNyrn noppepxku (1. e. ctoumocTb ycnyr Enterprise Support unu
cToumocTb ycnyr Product Support for Large Enterprises) no JlnueHsnoHHomy
Aorosopy, a Takxe (ii) BbINONHAET VHble 00593aTenbLCTBa, MPEAYCMOTPEHHbIE
JIueHsnoHHbeIM  gorosopom,  O6wwmu  ycrnoBusamu,  [loroBopom
MpunoxeHnem c onucaHvem obbema ycnyr ActiveAttention. IuueHaunat
06513yeTcs yCTaHOBWUTb, HAaCTPOWUTbL M UcMonb3oBaTk cuctemy SAP Solution
Manager Enterprise Edition B cootBeTCTBUM C [NpunoxeHnem o noaaepxke,
Tak kak SAP Solution Manager Enterprise Edition saBnsetca nnatdopmon
Ons  oOKasaHusa  ycnyr, Mo3sonsiiolen [oKymeHTupoBaTb  KpuTuyHbie
npobnembl, OCHOBHble BU3HEC-NPOLLECChI U KPUTUYECKUN BaXKHYIO CUCTEMHYIO
nHopmaumio. JlnueHsnar obsasyetca obecneunTtb yaaneHHoe coeauHeHue
M [OCTYN K AaHHBIM B COOTBETCTBUM C [1punoxeHnem o nopaepxke.

5. O6wune nonoxeHus.

5.1. HasnauyeHHble CneunanucTbl cnyx6bl BCTPOEHHON MOAAEpXKU MMeloT
npaBo Ha CTaHAAPTHLIA ANSA UX JOMMKHOCTU eXErofAHbln OTNYCK COrMacHoO MX
TpyaosomMy gorosopy ¢ SAP unun AdpdunuposaHHbiM nuuom SAP.

5.2. CTopoHbl [foroBapuBalTCsi O TOM, 4YTO B Lensax 3ddeKTUBHOM
KOMMYHMKaLUuM Bce obLieHne npu okasaHum Ycnyr ActiveAttention Begetcs
Ha aHrnuckoMm fA3sbike. WHdopmauus, Heobxogumass Ans  OKa3aHusi
oTaenbHbIX Yenyr ActiveAttention, 4ormkHa npeaocTaBnaTbCS cnewmanucTam
SAP Ha aHrUNCKOM S3bIKe.

5.3. JlMueHsnaT noHMmMaeT M NpuUsHaeT, YTO Ha3HAYeHHble CreLnanucThbl
SAP (Bkmoyas HasHauyeHHblx CneunannctoB  CnyxObl  BCTPOEHHON
NOAAEPXKKN) MOTYT B OTAEMbHBIX CNy4Yasx okasbiBaTb Ycnyru ActiveAttention,
npeaycMOTPEHHbIE HAaCTOALLMM [AOKYMEHTOM, 13 ocduca SAP.

5.4. SAP moxeT B nioboe Bpems pa3 B rof U3MEHUTb npeanaraembiii o6bem
Yenyr ActiveAttention Ans cornacosaHusi C YCOBEPLUEHCTBOBaHUSIMU B
MporpammHomM  obecriedeHun  SAP 1M TexXHOMOrUAX,  HamnpasuB
npeasapuTenibHoe NMcbMeHHoe yBegomneHvie 3a 90 (4eBAHOCTO) AHEeN, Npu

yCcnoBuM, 4TO TakMe u3MeHeHuss obbema Ycnyr ActiveAttention
NPUMEHAITCA KO  BCeM  nuueH3natam SAP Cc  aHanornyHbiM
MECTOMOMOXeHWeM, C KOTOpPbIMW  3aKkMioveHbl [[OroBopbl Ha  Ycnyru

ActiveAttention Ha TeppuTtopun, OnNpedeneHHOn B COOTBETCTBYOLLEM
JInueHanoHHom cornaweHun SAP. Ecnn SAP wucnonb3yeT cBoe npaso
M3MEHUTb 06bEM B COOTBETCTBMM C HACTOSLWMM MyHKTOM 5.4, HO Takoe
M3MeHeHMe okasbiBaeTcs HenpuemnemblM Ana JlvueHsvata, nocnegHun
BMnpaBe oTkasaTbCa OT [loroBopa B Yactu obbema ycnyr ActiveAttention,
3aTparvBaeMbIX 3TUM U3MeHeHueM; OTka3 oT [loroBopa B YacTu 3TUX ycnyr
BCTyrMaeT B CUIy MO MCTeYeHuM ykasaHHoro nepuopa B 90 (BeBSHOCTO)
OHen. Ecnun JNluuyeHsnaT He oTkaxeTca oT [loroBopa B 4acTu aTUX yCnyr B
TEeYeHMe yka3aHHOro nepuoaa, To Takne U3MEHEHUsT CYUTAITCS MPUHATBIMU
JnueHsnatom.

5.5. Paamepbl Bo3HarpaxaeHusi 3a ycnyrm MoryT ObiTb U3MEHEeHbl OaWH pa3
B KaneHgapHoOM rofdy C npeABapuTenibHbiM NMUCbMEHHBIM YBEeAOMIIEHVEM
INnuensnata 3a 90 (aeBsiHocTO) AHew. Ecnn SAP ucnonb3yeT cBoe NpaBo Ha
M3MeHeHWe BO3HarpaxaeHns B COOTBETCTBMM C HACTOSALIMM MYyHKTOM, HO
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ActiveAttention Services Scope Document(s) to any Order Form(s) affected
by such fee change with thirty (30) days’ written notice from Licensee’s
receipt of SAP’s notice of such fee change with effect to the end of the then
current calendar year in which such fee change notice is given. If Licensee
does not terminate within such period, the fee changes are deemed to be
accepted by Licensee.

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

Takoe W3MEHeHWe oka3blBaeTCd HenpuemnembiM Anst  JlvuueHanara,
nocnegHvi Bnpaee oTka3aTtbcs OT [oroBopa B 4actu obbema ycnyr
ActiveAttention, KOTOpble 3aTPOHYNO TaKoe W3MEHEHMEe BO3HarpaxaeHwus,
HanpasuB B SAP nucbmeHHoe yBegomneHue B Tedenne 30 (TpuauaTtv) gHen
C MOMeHTa nonyyeHuss ysegomneHmss SAP o TakoMm mameHeHun. OTkas ot
[oroBopa B 4acTW ykasaHHbIX YCNyr BCTynaeT B CUMY MO OKOHYaHWU
TeKkyLlero kanexHgapHoro loga, B KOTOPOM ObINo OTNPaBNEHO yBEAOMMEHNE
06 wusMeHeHUM Bo3HarpaxgeHusi. Ecnm JlnueHsmat He oTkaxeTcss OT
[oroBopa B Te4yeHWe YyKas3aHHOrO nepuoda, W3MEHeHuWs B pasmepax
BO3HarpaxaeHun cHNTarTCa NPUHATLIMU JTMLeH3naToMm.

5.6. Oencteue Ycnyr ActiveAttention npekpaliaetcs ogHoBpeMeHHo c: (i)
npekpawieHmeMm no niobomy OCHOBaHWMIO AEWCTBUS [OroBopa B 4actu
oKasaHus ycnyr nopdepxku cormacHo [lpunoxeHnio o noaaepxke B
COOTBETCTBMM C JIMUEH3NOHHbIM goroBopom unu (i) ¢ nepexogom
JlvueHsnata, 3aknoumBliero goroBop Ha ycnyru SAP Enterprise Support
mnn SAP Product Support for Large Enterprises, Ha ycnyrm SAP Standard
Support.
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Exhibit 1
SAP Baseline Support for Innovative Business Solutions

This Exhibit governs the provision of SAP Baseline Support for Innovative
Business Solutions as further defined herein (“IDP Support”) for all Features,
as defined in 1.3 below, excluding software to which special support
agreements (which include but are not limited to SAP Enterprise Support or
SAP Product Support for Large Enterprises) apply.

1. Definitions:

1.1. “Base Software”: For the purposes of this Exhibit, the reference to “Base
Software” means the SAP Software upon which the installation and use of
the Features depends/operates. Base Software is not licensed under this
Exhibit and must be licensed separately.

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

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

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

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

2. SAP Baseline Support for Innovative Business Solutions.

2.1. IDP Support provided under this Exhibit is limited to the Features
delivered to, and accepted by Licensee, under the IDP Support Eligible
Scope Document(s) or SOW(s) listed in a ActiveAttention Services Scope
Document to an Order Form. IDP Support services support the functionality
of the Features with the releases of Base Software and in the information
technology (“IT”) environment as defined under the respective IDP Support
Eligible Scope Document(s) or SOW(s) and in its associated documentation.
IDP Support for those IDP Support Eligible Scope Document(s) or SOW(s)
where Licensee’s acceptance of the Features will occur during the
ActiveAttention Services Term of an ActiveAttention Services Scope
Document to an Order Form, shall commence as of the first day of the month
following Licensee’s execution of an amendment to the Order Form
activating IDP Support pursuant to Section 3 of an ActiveAttention Services
Scope Document to an Order Form. All other SAP Software licensed by
Licensee under the License Agreement is explicitly excluded from the IDP
Support services provided under this Exhibit.

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

» Incident handling by SAP for problems related to the Features

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

Mpunoxexue (JononHeHue) 1
OcHoBHas noaAepxXKa MUHHOBALMOHHbIX GU3Hec-pelneHnin SAP

HacTosiwee [lononHeHwe perynupyeT okasaHue ycnyr ba3oBow nogaepxku
SAP [ns nHHoOBaUMOHHbIX BusHec-peweHuin («Mopaepxka IDP») ana Bcex
®PyHKLMIA (B COOTBETCTBMM C ONpeAeneHneM, NPUBEAEHHBIM HUXKE B pasaene
1.3), 3a wucknYeHneM nporpaMmHoro obecrnevyeHusi, K KOTOpPOMY
NPUMEHSAOTCH  OTAEMbHbIE COrMalleHUss O nopdepxke (BKMvarLme,
nomumo npoyero, ycnyrn SAP Enterprise Support u SAP Product Support for
Large Enterprises).

1. Onpegenexus:

1.1. «basoBoe nporpammHoe obecnevYeHne». B KOHTEKCTE HACTOSILLEro
HononHeHuss TepmuH «ba3oBoe nporpamMmHoe obecrneyeHue» o3HavaeT
MporpammHoe obecneveHve SAP, OT KOTOpPOro 3aBWCUT W Ha OCHOBE

KOTOPOTO  OCYLLECTBMSIETCA yCTaHOBKA W  WCMONb3oBaHue  DyHKUWIA.
HacToswee [ononHeHne He npenocTaBnsieT npaBa WCMOMb30BaHUA
(nMMueHsun) Ha bBasosBoe nporpammHoe ofecneuyeHue, Takve npasa

ncnonb3oBaHUA (J'IVILI,eH3I/II/1) anoGpeTamTcn OTAENbHO.

1.2. «To4ka KOHTaKTa C KIMEHTOM»: B KOHTEKCTe HacTosiwero [JononHeHus
TepMUH «Touyka KOHTaKTa C KIMEHTOM» O3HavaeT CepTUULMPOBaHHbIN
LleHTp oakcnepTusbl knueHTa («U3K») wnm pabotHukoB JluueHsmara,
YMONHOMOYEHHbIX 3anpawusaTb [Mogaepxky IDP. ®yHkumoHmpoBaHme LIOK
perynmpyeTcs COOTBETCTBYIOLMMUN YCroBusaMU TpUNOXeHns 0 noaaepxke.
B cnydyae otcytctBus LIOK JnueHsmart 0653yeTcs nucbMeHHO NoaTBeEpPAUTh
HasHayeHune paboTHUKOB U3 YMcna CBOEro nepcoHana, kotopbiM 6yayT AaHbl
nonHoMmouns 3anpatumsaTe Mogaepxky IDP.

1.3. «DyHKUMU»: B KOHTEKCTe HacTosiwero [ononHeHnsa TepMuH «DyHKLMN»
03Ha4yaeT nporpaMMHoe obecneyeHne nnu yHKUMOHANbHYI0 BO3MOXHOCTb
1 COOTBETCTBYIOLLYIO AOKYMeHTaumo, npuobpeTeHHble JluueHanatom y SAP
no ycnosuam Onwucanusi(uil) obbema ycnyr unu [oroBopa(-oB) ¢ npasom
nogaepxkn IDP, nepeuyncneHHbix B pasgene 1 npunaraemoro k [orosopy
OnucaHus obbema ycnyr ActiveAttention.

1.4. «lMpopykTuBHas cuctema»: B KOHTEKCTe HacToswero [ononHeHus
TepMuH «[poAdyKTMBHas cuctema» O3HavaeT OeNCTBYIOLLY cUCTeMy AnS
ycTaHoBkM ®yHKUWMIA, KOTOopas wucnonb3yetcsa pAna  0b6blYHbIX OGusHec-
onepauuin 1 B KOTOPYIO 3aNuCbIBalOTCA AaHHble JluueHsunara.

1.5. «[porpammHoe obecneyeHne SAP»: B KOHTEKCTE HacTosiLero
HononHeHnss TepmuH «lporpammHoe obecneveHne SAP» o3HavaeT Bce

nporpamMmHoe obecrnevyeHne, Ha koTopoe JluueHsmat npuobpeTaeT
nuueHann y SAP no JIMueH3noHHOMyY JOroBopYy.
2. BasoBas noagepxka MHHOBaLMOHHbLIX GU3Hec-peweHun SAP.

2.1. TNopnepxka IDP npepoctaBnaeTca B pamkax AaHHoro [JononHeHus
VCKMIOYUTENBHO B OTHOWEHUW DYHKUMIA, MONYYEHHbIX U MPUHATBLIX
Jlvuenanatom cornacHo forosopy(am) nnu OnucaHuio(sam) obbema ycnyr ¢
npasom nogaepxkn IDP, nepeuyncneHHbiM B npunaraemom Kk [orosopy
OnncaHum obbema ycnyr ActiveAttention. Ycnyrm MNopgaepxku IDP
pacnpocTpaHsaoTca Ha PyHKUMM C BbiNyckaMu ba3oBoro nporpaMMHOro
obecneveHns u B cpede WHGOPMAUMOHHBIX TexHomorun  («AT»),
onpegerneHHon B cooteeTcTBylowmx JOY unm OnucaHusix obbema ycnyr c
npaBom nogaepxku IDP 1 B cBA3aHHOW C HUMW JOKyMeHTauuu. Mopgaepxka
IDP B oTHoweHwn [oroBopoB unu OnucaHuii obbema ycnyr ¢ npaBoM
nogaepxkn IDP, B  KoTopbIXx npuemka PyHkumn  JlnueHsmaTom
ocywectBnsetcd B TeveHne Cpoka okasaHus ycnyr ActiveAttention us
npunaraemoro k [JoroBopy OnwucaHus obbema ycnyr ActiveAttention,
HauYMHaeTCsa B NepBbIi AeHb Mecsua, credyoLwero 3a MecsilueM, B KOTOPOM
JlvueHanat npuHan nonpasky k [loroBopy, akTusupytoLlyto Mogaepxky IDP B
COOTBETCTBMM C MONOXeHWsaMU pasgena 3 npunaraemoro K [orosopy
OnucaHna obbema ycnyr ActiveAttention. Bce octanbHoe [MporpammHoe
obecneveHne SAP, npuobpetaemoe JlnueHamatom no JIMUEH3MOHHOMY
CornalleHuo, nNpsiMo uckn4yaetcs M3 obbema ycnyr [lMoggepxku IDP,
npegycMOTPEHHOro HacTosALWMM [lononHeHreMm.

2.2. Moppepxka IDP okasbiBaeTcss BO Bpemsi paboTbl ocduca nogaepxku
IDP n BkntovaeT B cebs cnegyollee:

* 06paboTKy MHUMOEHTOB, HanpaBnsembix B SAP B cBf3n C
npobnemamu B OyHKUUSIX;

* KOPPEKTWPOBKM KOAA WMW  WUCMpaBneHWs  (Takue,  Kak
U3MEHEHHble Nporpammbl, He BOCMPOW3BOAALLME 3asiBIIEHHbIE
oLwmnbkn), 0bxodHbIe peleHns Unu nnaHbl AeNCTBUI;
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» Support packages for Features - correction packages to reduce
the effort of implementing single corrections or changes to
existing functionality. This is not applicable in cases where the
Features are or have been developed on Licensee’s non-
Production System.

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

* Setup and management of the Licensee's incident component
and associated incident queue(s).

* Manage SAP Innovative Business Solutions internal support
team assigned to provide IDP Support hereunder.

* 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

* 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

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

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

3.1. Fulffill its obligations under this Exhibit, the Order Form and the
Agreement.

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

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

3.4. Licensee shall classify each incident in the Features or related
documentation in accordance with SAP Note 67739.

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

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

3.7. Licensee may be required to upgrade to more recent versions of its

* nakeTbl nopaaepxku Ans PyHKUMA — nakeTbl MCrpaBeHun,
Gnarofjaps KOTOpbIM OGreryaetcss BHeOpeHVWe efuHUYHBbIX
KOPPEKTUPOBOK unm N3MEHEHNN CYLLIECTBYHOLLETO
yHKUMOHana. 3OTOT NyHKT HEeNpUMeHUM B criyyae, ecnu
DyHKUMM paspaboTaHbl nnm paspabartbiBatoTcs B
HenpoadyKTMBHOM cucTeme JluueHanaTta.

2.3. [Ona B3anmopenctens ¢ JlnueHsnaTom no TeKywmum Bonpocam U
Bonpocam, cBsidaHHbIM C [logaepxkon IDP, SAP Ha3HayaeT KOHTaKTHoe
nMUO U3 yucra CcoTpyaHMKOB opraHmsauumm SAP  Innovative Business
Solutions («MeHemxep no nopgaepxke IDP»). MeHemxep no nogaepxke IDP
OygeTr oTBevaTb 3a BbINOMHEHWE Credylowmx 3adad, OTHOCALUMXCA K
Mopaepxke IDP ans ®yHKumn:

* HacTpoVika W yrnpaBfieHne KOMMOHEHTOM OTNpPaBKu WHLMOEHTOB
JInueHsnaTa 1 CoOTBETCTBYHOLMMM 0depeasMU UHLMOEHTOB;

* ynpaBrieHWe COTPyaHVMKaMW BHYTPEHHeW Ccnyxobl noaaepxku
SAP Innovative Business Solutions, HasHayYyeHHbIMW AN
okasaHus yenyr Nogaepxkn IDP B COOTBETCTBMM C HACTOSILLUM
OOKYMEHTOM;

* okasaHue nomowy MeHemkepy No TEXHUYECKOMY KayecTBy B
BOMpPOCAxX COrMacoBaHUsi W BKIMOYEHUSI COOTBETCTBYHOLLMX
Ycnyr ActiveAttention, cBasaHHbIx ¢ MNogaepxkon IDP, B MnaH
noadepXkn 1 B3auMoaencTeuin B pamkax ycnyr ActiveAttention;

* okasaHue nomowy MeHepepy No TeXHUYECKOMY KayecTBy B
BOMpOCax COrflacoBaHuns OoTAEMbHbIX YCNyr, NpeaocTaBnsieMblx
Ha ypoBHe npoekTta, Ans Ycnyr ActiveAttention, cBsizaHHbIX C
Moppepxkon IDP, koTopble 6binv  BkoyeHsl B [lnaH
noaaepKkn U B3anMoaencTeuii B pamkax ycnyr ActiveAttention;

* yyactme B CoBelwaHusx, cBasaHHbIX C [loggepxkon IDP
(Hanpumep, OT4YeTHOCTb MO  MHUMgeHTam  JluueHsumaTa,
cooblieHne o xope npegocTaeneHust Ycnyr ActiveAttention,
cBA3aHHbIX ¢ [Mogaepxkon IDP).

3. MpenBapuTenbHble Tpe6oBaHus ana JinueHsumaTa. B uensx
nony4exus ycnyr Moaaepxku IDP B nopsifike, U3NOXEHHOM B HacTosALWEM
[ononHeHuu, JTnueH3naT JoMmKeH BbINOMHUTL cneayowme TpeboBaHus:

3.1. WcnonHatb cBou 06sA3aTenbCcTBa, MNPEAYyCMOTPEHHbIE HACTOSALLMM
HononHeHuem, [JoroBopom n CornalueHvem.

3.2. MepenaBatb Bce MHUMAEHTbI B SAP Ha aHImWINCKOM si3blke 4vepes
OEeNCTBYIOLLYI0O Ha MOMEHT OTNpaBkW  WHAPACTPYKTYpy MOAAEPXKKM,
npepoctasnsemyto JlnueHsnaty cornacHo [lMpunoxeHwio o nopaepxke, c
MCMOMb30BaHMEM  KOMMOHEHTa  OTMNpaBkM  WHUWAEHTOB,  MUCbMEHHO
yKkazaHHOro SAP npu npuemke cooTBETCTBYIOLWMX PyHKUMA. HasHauveHue
MHUMAEHTa, Kacatolerocs PyHKLUUIA, HE TOMY KOMMOHEHTY MOXET OTCPOYMUTbL
otBeT SAP Ha TO Bpewms, KoTopoe notpebyetca SAP aons onpegenexHus u
nepeHasHaveHns vHUmgeHTa. JlnueHsmaT noHumaeTt u npusHaet, 4yto SAP
0ObI4HO MPUXOAUTCS NEePeBOAUTbL BCE MHLUMAEHTbI, MOCTynawolwue He Ha
aHIMUIACKOM A3bIKe, NPeXae YeM HadnHaTb Ux 06paboTKy, YTO yBenmumBaeT
Bpemsi, Heobxoaumoe Ha 06paboTKy TaKMX MHLUOEHTOB.

3.3. [lMueHsnar gomkeH onucaTtb, Kak NposiIBMSETCA UHLWAEHT; B HEKOTOPbIX
criyyasx €My, BO3MOXHO, MNpWOETCS MPOAEMOHCTPUPOBATb WHLUOEHT.
JInyeHsmat obasyeTca okasbiBaTb SAP MOMOLYb B aHanuse MHUMAEHTa U
copeiicTeume B npegocTaeneHuu ycnyr Moaaepkku IDP, npu Heo6xoanmocTu
BblAenss Afs 9TUX Lenen CBOMX COTPYLHMKOB.

3.4. Jlvuensmat obsidyeTcst knaccuuuupoBaTb Kaxabld WHUMOEHT B
PYHKUMSAX WM COOTBETCTBYIOLLEN [OKYMeHTauun cornacHo SAP-HoTe
67739.

3.5. JlmueHsnat o6si3yetcs npepoctaButb SAP  gocTtyn KO BCeM
[OKYMEHTaM, UMelLMM OTHOWeHWe K mMiobbiM  M3MEHEHUsM  unu
ynyyweHuam  (Takmm, kak  Mogudpumkauum  unu  [ononHuTenbHbIe

KOMMOHEHTbI), Mpoun3BegeHHbIM JlueH3naTom unm no ero npocbbe, KoTopble
MOryT NOMOYb B aHanu3e wuHuuaeHTta. JlMueHsavatr Takke o06sa3yeTcs
OOMKHbIM 0O6pa3oM BECTUM yyeT TakMx M3MEHEHWUA W YNyyleHWA u npu
HeobXxoauMocTu npefocTaBnaTb SAP oCTyn K TakuM matepuanam.

3.6. IluueHsnat 06sa3yeTcsa BHeAPATb BCe MCNPaBeHns Koaa, NporpamMHble

BCTaBkM, 0OXoQHble  pelwleHusl, nakeTbl noggepkkMm u  T. 4.,
npegoctaensieMmble SAP  ana  ®PyHKUMM MO  YCNOBUSIM  HACTOSLLEro
[ononHeHus.

3.7. Ona nonydenus ycnyr Moggepxkn IDP JlueHsmaty MoxeT OblTb
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operating systems and databases to receive IDP Support services.

4, Changes to Licensee Information; Audit. Licensee undertakes to
inform SAP without undue delay of any changes to Licensee’s installations of
Features and all other information relevant to the use of the Features. To
check compliance with the terms of this Exhibit, SAP shall be entitled to
periodically monitor the correctness of the information Licensee provided.

5. Additional Terms and Conditions.

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

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

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

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

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

npeanoXxeHo 0B6HOBUTL CBOU onepaunoHHble CUCTEeMbl U 6a3bl AaHHbIX A0
CaMbIX nocrnegHnx Bepcvu7|.

4, U3meHeHnss B uHcopmauuu Jluuensumarta. AyauT. JlvueHsmat
06sa3yeTcst He3ameanuTenbHO MHopmrpoBaTb SAP 060 BCeX M3MEHEHMSX,
CBsI3aHHbIX C ycTaHoBKOM PyHKUMIA, a Takxke NpenocTaBnsATh Nobbie apyrue
CcBefeHus, Kacawwmecs ucnonb3oBaHus PyHKUMA. B uensax KoHTpons 3a
cobniogeHnem  ycrnoBui  Hactosiwero  [lononHeHuss  SAP  BnpaBe
nepuoanveckn NpoBepsiTb AOCTOBEPHOCTb NpeaocTaBneHHoW JnueHanaTom
MHOpMaLUN.

5. OdononHuTenbHbIE YCNOBUA U NOMOXEHUSA.

5.1. MNMpepycmoTpeHHas HacTosiwwmm AokymeHTom [opgaepxka IDP 6yaer
OKa3bIBaTbCA NPUMEHNTENBHO K HENPOAYKTMBHOM cucteme JlnueHsunara, Ans
koTopo#n JlnueHsunaty Obinm npegoctaBneHbl PyHKLUM NO COOTBETCTBYHOLLMM
HoroBopam unun OnucaHusim obbema ycnyr ¢ npaBoM nogaepxku IDP. MNpu
HanuyMn pasyMHbIX OCHOBaHUA W C Y4YeTOM BCEX MpeaBapuTenbHbIX
TpeboBaHWi, NpedyCMOTPEHHbIX HacToswuM [ononHeHunem, JuueHsnar
BnpaBse 3anpocutb ycnyru Mogaepxku IDP ansa ewe ogHOW HENPOAYKTUBHOM
cuctembl JlueHaunata, a SAP BnpaBe BbIMONHUTBL Takon 3anpoc. Hesaupas
Ha BbllWensnoxeHHoe, JMueH3naT HeceT MOMHY OTBETCTBEHHOCTb 3a
npumeHeHve npepoctasneHHon lMogaepxku IDP k csoum [MpoayKTMBHLIM
cuctemam.

5.2. SAP He Oypet okasbiBaTb [lopgaepxky IDP ans nporpammHOro
obecrneveHns TpeTbMx nuu, npepoctaensemoro SAP JluueHsamaty no
cooTBeTcTBYlOWMM [loroBopy(am) unu Onucanuio(am) obbema ycnyr ¢
npasom noadepxku IDP, ecnn uWHOe He cornacoBaHO CTOPOHaMWn B
NUCbMEHHON hopMme.

5.3. Mogaepxka IDP NpeaocTaBnsieTcs UCKIYUTENBHO Ans TOYKU KOHTaKTa
C KMMEeHTOM, KOoTopasi AOHKHA MOAAEPXKMBATL KAyl YCTaHOBKY DYHKLMA,
OXBaTblBAEMbIX HACTOSALL MM [lOMOsHeHNEM.

5.4. MNoppepxka IDP aBTOMaTUYECKM MpeKkpalaeTca O4HOBPEMEHHO C

npekpawieHmem OCHOBHOro wunu PaclumpeHHoro conpoBoXaeHust (npwu
HanM4mm y JlnueHsunara NOANMMUCKM Ha PaclumperHoe
obcnyxxmBaHme/conpoBoXaeHne) ona BasoBsoro nporpaMMHoOro

oGecrieyeHysi B COOTBETCTBUM C YCIOBUSIMU, ONpeaeneHHbIMKU B CTpaTerum
penu3os SAP Ha Be6-CcTpaHuLe Www.support.sap.com/releasestrategy.

5.5. CymMmbl BO3HarpaxgeHun nognexar W3MEHEHU0 B  CregyloLmnx
cnyyasx: a) (ecnu Oorosop(bl) unu OnucaHue(s) obbema ycnyr ¢ npaBoM
nopaepxku IDP Ha paspaboTtky ®yHKUMIA ¢ npegocTaBneHueM lopgaepxku
IDP B COOTBETCTBUWN C YCMOBUAMM HACTOSALLEro AOKYMEHTa 3akrtoyeHbl Ha
yCnoBuax OUKCUPOBAHHOW (TBEPAOWN) LieHbl) AN OTPaXKEHUsS U3MEHEHUN B
ueHe 3a paspaboTky PYHKUWMA, B OTHOLUEHWW KOTOPbIX OKasblBaeTcst
Moppepxka IDP no takum JoroBopam unu OnvcaHusim obbema ycnyr; unuv
6) (ecnu Oorosopbl unu OnuncaHus obbema ycnyr ¢ npaBom nogaepxku IDP
Ha paspabotky O®yHkuui ¢ npegocTtaBneHvem [opgpepxkn IDP B
COOTBETCTBMM C YCMOBUSIMM HACTOALLEro [OKyMEHTa 3akmfiouveHbl Ha
YCNOBUSAX LieHbl N0 TUMY BpeMs U maTepuansl) Ans OTpaXeHUst U3MeHeHUI B
pacyete cymmbl BosHarpaxgeHuss Ha  ocHoBe  OOLEeA  CyMMbl
BO3HarpaxaeHun 3a paspaboTky (BkMw4yas onnarty npoesga M pacxonos),
ynnayeHHon JinyeHsmatom B nonb3y SAP 3a MNMopaepxky IDP ana ®dyHkumn,
OKasblBaemyto COrnacHo cooTBeTcTBylOWMM [orosopam unu OnucaHusm
obbema ycnyr B Te4eHME UX CPOKOB AeNCTBUS.
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