SAP

SAP MAXATTENTION SERVICES DESCRIPTION (“MSD”)
SAP MaxAttention IRZ U (BAFREIFR “MSD” )

SAP MaxAttention Services may provide professional expertise onsite and/or remotely to assist Customer in
MaxAttention engagement planning, governance, analysis and identification of potential business improvement, road
mapping and advisory on innovative technologies and solution architecture driving continuous business improvement
within Customer’s lines of business and/or to assist Customer in the handling of orchestration and operations of
Customer’s SAP solution landscape, supporting transformation, implementation, upgrade, and operations and
innovation projects.
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The capitalized terms referred to and not defined herein will have the same meaning as they are defined in the
Agreement.
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1. DEFINITIONS
58
1.1. “Calendar Quarter” means the three-month period ending on March 31, June 30, September 30, and

December 31 respectively of any given calendar year.
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1.2. “Local Office Time” means regular working hours (8:00 am to 6:00 pm) during regular working days, in
accordance with the applicable public holidays observed by SAP’s registered office. Solely with regard to the
SAP Service Level Agreement and/or the SAP Premium Service Level Agreement defined herein, both parties

can mutually agree upon a different registered office of one of SAP’s Affiliates to apply and serve as reference
for the Local Office Time.

“CHHIPANTTE” SEIRH SAP TEM RO E I E A9 A I E ) IR AR H N IER LR A (R 8
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1.3. “Normal Business Hours” means an 8 hour period between 6:00 am and 8:00 pm, Monday thru Friday,
unless otherwise agreed to in writing by the parties.

CIEHWTAERE” &4 — 2 TR 6 miZEm b 8 S —BJ\ (8) /NN, BRAEXUTT S5 fLE .

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

CEFERG” RIGHTRBATE T N IAE TS LORE R B R TR SAP R4,

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.

CFFPMN” SEARBARVE AT M SAP SCRFIRSS B (RI: SAP Standard Support [FRiESCHF]. SAP
Enterprise Support [k 3 #7]2k SAP Product Support for Large Enterprises [V r= i Sc R 5D, el
o WA VF AT B SR PR T R A R0

1.6. “Top-Issue” means issues and/or failures identified and prioritized jointly by SAP and Customer in

accordance with SAP standards which:
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2.1.

2.1.1.

2.1.2.

2.1.2.1.

a) endanger Go-Live of a pre-production system; or
fa XA KRG L4 5

b) have a significant business impact on a Production System.
A R G A B SS R .

SAP MAXATTENTION SERVICES

SAP MAXATTENTION R4

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

SAP RAZAT 5| FIAS MSD 37 16 5 it 17 1) MaxAttention AR 30 B SCRS Fh 6 52 1K) SAP MaxAttention AR%S (LA
THRiFR “MaxAttention JR%%” ) . SAP MaxAttention IR 55 43E LA T J LIRS -

SAP Embedded Services
SAP R N R %%

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

SAP B B EAT MR M SAP SCREBHE (LR FIFR “BRARBIR” ) Az HR 4 SAP ik ARk
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ActiveAttention fiR 5575l SCR 4 52 MBTH ActiveAttention RS BB A, RN FRIR KRN 3058 YR 7E B AN I ) B
CEURRIFR “331E” O 2 ECHREECA (BURRIFR “HRANRRIRECB” O KL TAER|A, T2 i
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Depending on the role, the activities of the assigned Embedded Resource(s) will comprise one or any
combination of the following areas to the extent applicable as mutually agreed to by the parties:

MRAE A CHIAE, EXTTIERZ0E & T N, $RIRAIHRN BRI RS SN & R 81— NG 3)
SAP Lead Technical Quality Manager (“LTQM?”) activities:
SAP HRFUE FE LM (LURNFE “LTQM” D f1iE3):
a) Understand Customer’'s SAP Software solution, business processes, and strategic direction
TR PR SAP BT AR R TT 58 ML S5 R AN AR ng T 1+
b) Provide strategic advice, guidance, and assistance in the following areas:
FELL R USSR A s e . 4R 5P ED:

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

P RIS TR e R AR R R R

. SAP release & upgrade strategy that is aligned with Customer’s information technology (IT) strategy
HRPERBR AT) g — B SAP hRA 5 T+ RIS
. Identification of areas for potential reduction in Customer’s total cost of operations and potential for

the optimization (i.e., continuous improvement) of Customer’s SAP Software
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2.1.2.2.

c)

d)

e)

a)

RIUA AT RERRAR S 88 B IRA R, BLL % 7 1K) SAP BRI fEL AL & (B Secindt)

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

S AU R E I, AR IL R A E RS RR (LR RRR “KP1” ) BTG BLR &

Develop and maintain mutually agreed Customer-specific MaxAttention Services engagement plans

il 5 MRS X7 20 5€ 1) % PR 5E 1) MaxAttention i 55 51 H 1141

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

it MaxAttention k2550 H vH-RIMHAT, EFEH ARSI SAP BHRAC %

Assist Customer in defining monitoring requirements and strategy for key operations processes running
on SAP Software

B2 P XA SAP B LIS AT K GBI B R I Af 42 SR A0 S m

Assist Customer in coordinating, tracking, and reporting SAP technical risk mitigation and Top-Issues at
Customer’s executive level

PRBIE M BRERIE R RV SAP AR XU AN R A 2 ]

SAP Technical Quality Manager (“TQM?”) activities:
SAP HARBTEZH (BUTFHIFR “TQM” ) 1% 3):

a)

b)

c)

Provide advice, guidance, and assistance with agreed to focus areas:
RYELE, EF0 DA A FE S A

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

SAP LRFER . B L RFREAE SAP SZFF T (41 SAP Note Assistant [{£%8)F]. SAP Notes
Search [J3B442] & SAP Solution Manager (AR [fRd 75 R4 F 3 A R]D

Integrated end-to-end application lifecycle management

R i B o S P e 2 o ) 0 B

Integration validation of complex Customer solutions

B SRR IRTT SRR FRAIE

Operate the SAP solution more efficiently

T MHIETT SAP fif iR TT 5

Accelerated innovation for custom built solutions and rapid prototyping
o 5 A R g 2R FH R R B 56 IE (1 B

Solution availability management, monitoring, and performance
Ry T RS, s RE

Risk mitigation plan(s) for critical maintenance issues

SR AESP i ) G Ik 2 TRl

Incident reduction and/or avoidance

A el R R A

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

FREZZ P 0 SAP PRIZZAST AR SCAE R 1) SAP % 5 IR 45 11 48 HH R S UCRIAT Bl TRl 1) STz it 75450
Provide periodic status and risk reporting at Customer’s project management level
TF) 25 P FR 3T A R AR A RS BB R XU 4
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2.1.2.3.

2.1.3.

2.2.

2.2.1.

d) Manage quality gates for selected focus area projects
B PG TE 1A EE S U ) ST R A g R
SAP Enterprise Architect (“EA”) activities:
SAP Al 2l (LR RiFR “EA” ) IESD:
a) Understand Customer’s SAP Software solution, business processes and strategic direction to assist

Customer in developing a to-be architecture design combining public/private cloud and on-premise
scenarios

TREZ 1 SAP BRI % WA RARFIREE T, B P RS AF A = A E 7%
AR BT

b) Align the Customer’s architectural strategy and roadmaps with the SAP solutions and platforms strategy
FR 2 B SRR R R B 2R 1 55 SAP RV T SR AN 6 il (R — 3K

¢) Provides advice, guidance, and assistance in the following areas
7E LA T SR AR g I FR 3 S5 D

. Architecture for key programs
KA AE K

. Documentation of system landscape including solution, application, data, and integration architecture
RGN, O RTT R MR FaR S L

. Customer’s establishment of an architecture governance board

YRS VR MR AR
d) Support LTQM to facilitate, where appropriate, the performance of SAP Expert Services including the
coordination of individual service deliveries and SAP resource staffing
SCFF LTQM TR 2 (500 T b BhIAT SAP 5k 55, A4 Wil A 55 52 A1 AT SAP SRR HC %
e) Assist Customer in coordinating, tracking, and reporting SAP architecture roadblocks, pain points and
mitigation
R A FRERAIR T SAP SEARRAS . IR sURH RS Z2 AR 1K)

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

Fifs SAP iix NZUIR S 5% 10 B S E AT HMA . EXUF FE5eiE B R R — B R, ATARTE SAP
ARG . EARAIEN R, 5T SAP N UR S HIFTH AT N R & SAP i ANURS, MRS
FATA AT SAP RS o

SAP Expert Services
SAP &5 55

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

SAP N{E SAP FI% 782 5E ) MaxAttention IR 4530 H 1% 9 i 2 10 IE % TAER T A (BRAEXUT 3558 5 A 1
Z1%E) , EFXTIEE 2 MaxAttention i 45 3 B SCRS AT e 52 1) MaxAttention Ak 45 #HFR i AN [R] 1 SAP £
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2.2.2.

2.2.3.

2.2.4.

2.2.5.

25 R B A (LU R IR “ L RRSEA” ), OGRS . At it seiische. Mg
SREMYE. PaaS MIFRIZE . CRBI WL I 33 is & /B EIHNL 55 MR R TT R RIS (4iFR “SAP &%
B%E” D .

Within the Expert Services Quota, Customer will be entitled to choose any standard SAP Expert Service from

SAP’s then current portfolio of SAP Expert Services. A listing of SAP’s current SAP Expert Services is
available at http://www.sap.com/maxattention-service-list.

ELEFIRESEHPN, & ENM SAP JEET AL SAP KRS = A A Ik AT AR MR SAP TR IRS .
5= SAP LRTHRALE SAP EFHIRSHIFIE, ES . hitp://www.sap.com/maxattention-service-list.

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

HEGH SAP BHMNSS, F N MECARIRIRE LTQM Bifd g i ARSI SAP HE R/ DHenid (5) FHIR
6] 22 HE SAP % SR S5 HIZEASTE K . aixt SAP KU & BEWAT, SAP % 5 i 55t ml 3 T4 0 75 SR HLAR A 7 25 ) 100
H i KHEAT 2. SAP NARYE % 7 IAE SANZROR ST R I SAP B SIS I At R K. Bhfift R
FEUE 2% TAEAN S SEALBE SIS 8] . SAP & IR 55 A A AU R BN N & IR S5 B (& D whdnie AR 22
RIS T A B RSB P HER . W% P AE SAP L ZURSSITIRRTA R = (3D JH I A HER B0 AL T 2
ORI SAP L 5UIRSS, SAP H A & SRR 55 O 1Bk 5 S I 55 R H

Customer shall define a project team and make sure that the relevant contact people are available for the
duration of the individual SAP Expert Service deliveries. Such Customer project teams should be staffed with
Customer’s IT Project Manager, concerned business process owners, system administrators, active users,
and the persons who are responsible for the implementation of the respective core business processes. The
agenda requires the participation of some or all of the Customer project team. Prior to an SAP Expert Service
delivery, the Engagement Managers will:

T NARE AN IH BN, HFHRIES T SAP L5 AT R P RE IR R B SCIIR R . BE2R% 10
H AR 27 1) 1T BUH 2B MRS RAE R st N RGVE B G, 3G sl R SIEHtAH R AZ ol 550
IS, SR E B, RS0 H B A A B 5. (5 SAP LR IRSG L
0, THZHER:
a) agree upon a more formal agenda for the SAP Expert Service;

Wt SAP & 5 2% 20 € T IE AW A R4k
b) the required involvement of Customer’s project team members; and

EORE I H BIBAE R 25, Uk
c) identify any prerequisite SAP Software for the performance of the SAP Expert Service.

AT SAP L FRS5 AT R % AT SAP 3t
The “Innovative Business Solutions Support” category of SAP Expert Services is only available for the
Features (as defined in Exhibit 1) that are covered by IDP Support (described in Section 2.10 below) as a

component of a MaxAttention Services engagement in a MaxAttention Services Scope Document to an Order
Form.

SAP EF RS “BIBL S M vy 37 KU ) IDP 32 (VERE S WA 2.10 #9) WilmEThae Canpf
1 drprik ) $REE, VBTGB BT K] MaxAttention IR S536 Fl SRS 31 () MaxAttention RS T H 1 —35 2
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2.3.

2.3.1.

2.3.2.

2.3.3.

2.3.4.

SAP Expertise on Demand
SAP %75 T A NS5

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

SAP T E AR (LUTfRifR “EoD” 5 “EoD fR4” ) & — DU, %R B TERAL SAP B,
WRFRFEHEF (BZ1 (100 4 EoD H) {E%FHR. XE(TEHFRHTHEAR FBRCAE SR, B
H TP 5 T 506 B e ek b AN L R, BN & FH G SAP YRR MR TR I SAP 44 1 4n s
. B SAP Bt RSB BASTE . A% SAP AR RIRMESR UL R AT S . EoD IRGAETE:

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

S A, RIS A B E T AT U SRR O B
b) Features developed by SAP Innovative Business Solutions.
SAP Innovative Business Solutions [k 55 il v 7 11T 1T R KIThRE .

EoD Services will be provided during Normal Business Hours for the quota of EoD days per Period during the
MaxAttention Services Term specified in a MaxAttention Services Scope Document to an Order Form (“EoD
Quota”).

EoD JIR45 RiAETT I 2 MaxAttention i 253 FE ST H 48 52 11 MaxAttention JIl 55 3HER i 45 18] 1) EoD K4
BoA (LLURfEAR “EoD BRAR” O HIIEH LA A 24k,

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

A EoD R, &) Nl SAP SZRFEMALN HIOESR A L RERA], IR P ER SAP BB EoD 15
Az FHEE (LLURFR “EoD £4” ) . SAP FtiJa N ' #) EoD {T451ERHAT T, Rk RARYE AT

55 2.3 7)) HIHLE IR ML SEPR ) EoD 1155, B3 EoD 145 I H AR BEHE A BRI S2 T, ) SAP 7] LAJE 44
BRI EoD {145 . # SAP BB 5:EL EoD 1145, M SAP Ri[a) % F #2228 58 il EoD AT 45 AT shit &l
BT IR A SAP UG TAE, W SAP R4S K2 EoD (145 TAE#RME— 0 Wifh L (T /i,
I H N AFE B BITEZ 1 EoD AT B DI (4) /NEEIE) « B/EZXMTE TG, SAP RSLEIR
PAT BRI F 52 i EoD £55. 58 ITE2 1 EoD f£4552br T Al IR /N 48 M EoD B rh ik, EoD AR
ZAREH T RS 2.2 WA FIR SAP £ KRS .

SAP shall use commercially reasonable efforts to fulfill EoD Task requests submitted by Customer, however,
SAP does not guarantee that it can or will fulfill every EoD Task request submitted by Customer and SAP will
have no liability if it cannot or does not fulfill such EoD Task request. SAP shall notify Customer if it cannot
fulfill an EoD Task request. If SAP commences work on an EoD Task and subsequently determines that it
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2.4.

2.4.1.

24.2.

2.4.3.

2.5.

2.5.1.

25.2.

cannot or will not fulfill such EoD Task, SAP shall provide Customer with a written explanation of the reasons
for such action.

SAP RLRELE Y - A BRI iR AT & T HR A EoD (%1 3K, {H SAP IEAMMRIE RS Bl EEAT & IR A&
Tji EoD fE451%3k, H SAP X H T EBITEI%E BAT1% EoD (E55 1 R A AEM 5i4E. & SAP INGEJE4T EoD 1
AR, MIBGEEIE . W1 SAP FFiGAbE EoD {T45-1H 0 5 #f 2 H LB REJE AT 1% EoD 1%, SAP M[A%
FRBERCAT B T R R AR R

SAP On-Call Duty Services
SAP B 5% H i 55

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

SAP BHEHE R RS ST P i fE Bk R SAP TSN KIELR AN, MiFRNE B4l SRR gt .
2% SAP Bz 73 iR 55 Bk 2 A REAE T T B8 2. MaxAttention il 4570 Bl S0 RS 48 58 B9 MaxAttention R 45 W1FR i 45
AR SAP FEI 5 A ARIECAIN (B R WIFR “BERREEE” O #214t.

An SAP On-Call-Duty Services session is:
—~ SAP it} 1 B R 25 HATE] =& 4 :

a) either Monday to Sunday starting 08:00 and ending 20:00 the same day in Customer’s local time zone;
or
FERAEXE-ZAH, 78 SIFh, [F—Kip L8 ME; 1k

b) Monday to Sunday starting 20:00 and ending 08:00 the following day in Customer’s local time zone.
BRPLHEN X E—2 A, #E 8 S, FRE 8 MA .

To schedule SAP On-Call Duty Services Customer shall make a request in writing to the LTQM or the
designated Embedded Resource. The scheduling of SAP On-Call Duty Services is subject to 5 weeks advance
notice.

T SAP BEIHE IS5, %7 i) LTQM BRFEIR AT IR AN SRR HE F oK. SAP BN 74 I 55 (e 1) 22
HERFRATTL (5) Jaim % .

SAP Service Level Agreement
SAP 55 7K F il

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

SAP %5 KA SAP MaxAttention fIR45 i H I RGH5r, MIFLH T SAP Product Support for Large
Enterprises [ KB A= i S2 8] (BUFRIFR “PSLE” ) ZRHMUAIR P Ieft. KIEGFR%K, 5 SAP &I T
SAP Enterprise Support [V 3 RF] & Rl & S UREIIR S KSE .

The following Service Level Agreement (“SLA” or “SLAs”) commitments will apply to all Customer incidents
that SAP accepts as being Priority 1 or 2, and which fulfill the prerequisites specified herein, for Customer
installations and system id (“SID”) combinations specified in the MaxAttention Services Scope Document to
an Order Form. Such SLAs will commence in the first full Calendar Quarter following execution of the Order
Form.
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XTI 2 MaxAttention AR 4576 B SCR R 38 @ & P22 M A% ID (BLTREIFR “SID” ) A, LTRSS
ACFHM CBURRIFR “SLA” D FRIEXT SAP 45252 N5 —8i5h MR Ae 2 HAF & AR B AT IR & Tl 2 7
HAFEM . 03 SLA K T AT TR 05— A58 8 H R T IR 24T .

2.5.2.1. SLA for Initial Response Times:

B XA UE I LN E] FY) SLA:

a) Priority 1 Incidents (“Very High”): SAP shall respond to Priority 1 incidents within 1 hour of SAP’s receipt

(24 hours a day, 7 days a week) of such Priority 1 incidents. An incident is assigned Priority 1 if the
problem has very serious consequences for normal business transactions and urgent, business critical
work cannot be performed. This is generally caused by the following circumstances: complete system
outage, malfunctions of central SAP functions, or Top-Issues and for each circumstance a workaround is
not available.
BRgEME CAEEET D o SAP MAERE] (24XT7 ARME) IR R FEMAI— (D DA
X HAE MR B8 — RS R F A RARLE O IE L5 F & AR T E IR R, AT R 200l
5 TAERT R BB FAE . X— BN EGR: REEahlr. it SAP Digek A, BUE 2
i, JEHAERMIEIE T, BRI 2.

b) Priority 2 Incidents (“High”): SAP shall respond to Priority 2 incidents within 4 hours of SAP’s receipt
during SAP’s Local Office Time of such Priority 2 incidents. An incident is assigned Priority 2 if normal
business transactions are seriously affected, and necessary tasks cannot be performed. This is caused
by incorrect or inoperable functions that are required to perform such transactions and/or tasks.
BoMREHEM T ) - SAP AR AR IR “ AR IRV (4) /NI YRR
WRL. 3 ARG AR IE WS H S Z R E W, HIREHIT LIRS N R H I HEA . X2 B
AT UL 55 ABATE 55 BT 75 IO DO it S 8 BTGB 4T 2 50

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.

WER TR AT IE 2 E R, 1HS SAP & SR H 1) SAP Notes $4  H 1L SAP {8 67739,
M3k http://support.sap.com/notes.

2.5.2.2. SLA for Corrective Action Response Time for Priority 1 Incidents
SRS S B 21 IE S T e S IR ) ) SLA

SAP shall provide a solution, work around or action plan for resolution (“Corrective Action”) of Customer’s
Priority 1 incident within 4 hours of SAP’s receipt (24 hours a day, 7 days a week) of such Priority 1 incidents.

SAP RIAEWRE] (24X7 ARAE) BHIE BB (4 ANA, SEEE T RIaZF R Tr 2.
SR e AT SR (LR AR “HIERRHE” D -
2.5.2.3. If an action plan is submitted to Customer as a Corrective Action, such action plan will include:
KAT BRI E N M IERS SR A 45 % ) 1, ESRAT iR 7 A4 «
a) status of the resolution process;
L R RS s
b) planned next steps, including identifying responsible SAP resources;
JEEATENINR, BAEE SAP 55T\
c) required Customer actions to support the resolution process;
B PSR AR R I A R AT Bl 5
d) to the extent possible, planned dates for SAP’s actions; and

FE R AT VA FE N 1 5E 1 SAP tHRIAT B HIY, B
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2524,

2.5.25.

2.5.3.

2.53.1.

2.5.3.2.

e) date and time for next status update from SAP. Subsequent status updates will include a summary of the
actions undertaken so far; planned next steps; and date and time for next status update.

SAP I —UCIRA EH T H A ). JRE0RAEEH NN NERNEE: HACAIEPrRI G, i
RIPAT I J5 Bt LA 5 SRS SE B H IR )
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:
EEXT A IERS MM SLA AR FEAHE SAP 8252 A0 BRI (1 A SIS (8] (FRIFR “ALZRINTR” O o AR R A5G F4F b
T OB FATE)” B “SAP SEUUIRIRTT R IR TA],  thAb:
a) the status “Customer Action” means the incident was handed over to Customer; and
“BPATEN RERRFMHCERLER S
b) the status “SAP Proposed Solution” means SAP has provided a Corrective Action as outlined herein.
“SAP RUUBIRFTR” K& 2T SAP CHEACHE SR T A IEH5 .
The SLA for Corrective Action will be deemed met if within 4 hours of processing time: SAP proposes a solution
(status “SAP Proposed Solution”), a workaround or an action plan; or if Customer agrees to reduce the priority
level of the incident.
a1 SAP FEDY (4D /NFARBER ] A FEH AR R TT SR CIREY “SAP SRR TTR” )« NETT RT3,
B P R R AR AR e 55 5, NN C P& A IERS Y SLA.

Prerequisites

[

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

SUAEPTA FHF 2 LA R AT IR SR AR RO B0 T 7 Res& H SLA:

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

FERRVA A 2.6 91 “ H & SURIGHTRASJZ R 047 LIANKIPTASOL T, FES SAP 722Ky “ TRk
7 ORABN SAP BAFIIAAA 55

b) incidents are submitted by Customer in English via the SAP Solution Manager Enterprise Edition system
in accordance with SAP’s then current incident processing log-in procedure which contain the relevant
details necessary (as specified in SAP Note 16018 or any future SAP Note which replaces SAP Note
16018) for SAP to take action on the reported incident; and
HOME 1R SAP JE L PR BCAE R, @it SAP Solution Manager (AMVAR) [fifu 7 225 7 2%
AR RS LSO R AE, B SAP BExt R & (SR BT s BT /7 B S RS B (HEIL
SAP 1R 16018 2 JEALATHUR SAP {18 16018 119 HAt SAP i %) ; JFH.

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

FA G AT EFAE B RSB B SAP BAFI 7= fh A 5%

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

XTSRS, 2 LA L LU T AT SRR A

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

T UL WA IR 1A B HAb 25 52, LASE SAP Xof i) /U AT PP A5
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2.5.4.

2.5.5.

2.55.1.

25.5.2.

b) Customer makes available for communications with SAP, 24 hours a day, 7 days a week, an English
speaking contact person with training and knowledge sufficient to aid in the resolution of the Priority 1
incident consistent with Customer’s obligations hereunder; and
&P ZRE SRR IR NS SAP BT 247 MR RIGAHE, ZIKRANTEZL 2RI, B&R
JERIRIR,  ATRIE A ST L % P LS5 T B B R — R e 2 g IR HL

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

BPEAR RN G RGN TEESE, IR SAP SR it 7 1 g R .

Exclusions

BlsMETE

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

DA B2 — U A S 7E SLA JEH A -

a) incidents regarding a release, version and/or functionalities of software developed specifically for
Customer (including without limitation those developed by SAP Innovative Business Solutions and/or by
SAP subsidiaries) except for custom code built with the SAP development workbench;
HEITAR P RS CRFEEARR T H SAP Innovative Business Solutions [l 55t 75 14617
/B SAP KRN A TR KB BIMCA BRI Re A R F:, @il SAP JFR TAE G ME T H & SRS
R4k

b) incidents regarding country versions that are realized as partner add-ons, enhancements, or modifications
are expressly excluded even if these country versions were created by SAP or an SAP Affiliate; and
G Ry AN 1 98T 5E s A8 20 BE SEIL R B R I X R A % B AR TR HERR AE 4, BV
B G/ X fRAS R B SAP 5L SAP SRER A AIEE T A P&

¢) the root cause behind the incident is not a malfunction, but missing functionality (“development request”)
or the incident is ascribed to a consulting request.

FAF AR AR R A R b ) #, RDIResR C “TFRIER” D, B AR B WIE K.

Service Level Credit

55 KP4

SAP shall be deemed to have met its obligations pursuant to the SLAs as stated above by reacting within the
allowed time frames in 95% of the aggregate cases for all SLAs within a Calendar Quarter. If Customer submits
less than 20 incidents (in the aggregate for all SLAS) pursuant to the SLAs stated above in any Calendar
Quarter during the MaxAttention Services Term, SAP shall be deemed to have met its obligations pursuant to
the SLAs stated above if SAP has not exceeded the stated SLA timeframe in more than one incident during
the applicable Calendar Quarter.

WE—NAHZEE N, SAP E18E WINRIHESE AXT FTE SLA EEBINE 2Lt (95%) fEHmz, Rl
AACAEAT T iR SLA BLE M 355, 9% ikdis 3k SLA, 7£ MaxAttention iR %5 IR A AOAE R H IR
HRAS S EA R =1 (200 % (FTH SLA MILAZES) I, U1 SAP fEAHR H JiZRfE A H 48 E SLA I
ARESEI AL T— 5%, WAHLH SAP L& JE1T T Eik SLA BUE I X 55
Subject to Section 2.5.5.1 above, if the timeframes for the SLA’s are not met (each a “SLA Failure”), the
following rules and procedures will apply:
WHERTIRSE 2.5.5.1 THIME, N SLA B AHESE GBS —RED “SLAIEBZA)” —&) , MELUFRUNAIFE
IV EYSEEE
a) Customer shall inform SAP in writing of any alleged SLA Failure;

P SLASTHIE RN SAP T EFRE SLA 4
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2.6.

2.6.1.

2.6.2.

2.6.3.

b) SAP shall investigate any such claims and provide a written report proving or disproving the accuracy of
Customer’s claim;
SAP REXHEMIERRIERIT A, FFRRA MR, ESs 5% R A & P

c) Customer shall provide reasonable assistance to SAP in its efforts to correct any problems or processes
inhibiting SAP’s ability to reach the SLAs;
FPSIN SAP SR AR FE R, DR B2 IR, A SAP e IS SLA MIRLE

d) subject to this Section 2.5.5, if based on the report, an SLA Failure is proved, SAP shall apply a Service
Level Credit (“SLC”) to Customer’s next MaxAttention Service Fee invoice equal to 0.25% of Customer’s
MaxAttention Service Fee for the applicable Calendar Quarter for each SLA Failure reported and proved,
subject to a maximum SLC cap per Calendar Quarter of 5% of Customer’s MaxAttention Service Fee for
such Calendar Quarter;
AAT (35 2.5.5 99 HUE, WHREIESLE T SLA 4, T SAP ¥ % 1) T —ik MaxAttention JIii5% 2% F
KRR KPR (BUR AR “SLC” ) A T2 P xRk sk ity HAESER) SLA 49
FEI) F 7R SN MaxAttention St HINE 72 F R T (0.25%) , B AEE R HHZFER SLC FRARL,
BV P e 1% H i 2R A 1f) MaxAttention %5 28 FHIK G 7y 2 . (5%) 5

e) Customer shall of notify SAP of any SLCs within 1 month after the end of a Calendar Quarter in which an
SLA Failure occurs;
B NAE KA SLASBZIHH I Z ARG I — (1) AN WIlERI SAP AR SLC;

f)  No SLC(s) will be applied unless notice of Customer’s well-founded claim for SLC(s) is received by SAP
in writing; and
BrAE SAP Y EI % H i 78 20 ) SLC RGPS IHER, BIALIREUER SLC; JFH

g) The SLC stated in this Section 2.5.5.2 is Customer’s sole and exclusive remedy with respect to any
alleged or actual SLA Failure.

AT (58 2.5.5.2711) iRl SLC &% F Tl S AR B SERR I SLA B2 g B i M —Hefth k22
SAP Root Cause Analysis for Custom Code
SAP [ & SRS A S K 73-#r

For Customer custom code built with the SAP development workbench, SAP provides mission-critical support
root-cause analysis and may provide guidance for incident resolution, according to the SLA’s stated in
Sections 2.5.2 applicable for Priority 1 and Priority 2 incidents related to the Customer installations and SID
combinations listed in a MaxAttention Services Scope Document to an Order Form that are submitted by
Customer in accordance with Section 2.5.3 above.

XHTIER SAP R TAEGHMEE e XD, SAP KRGS 2.5.2 FTANAM SLA, X2 PR AT iR 2
2.5.3 FHRAT M 51T 2 MaxAttention 256 H SR b BT SR 2 7 223680 SID 4180 RIS — 28 — A4k
A, SRS SOFIRARE M, Il gedR ftF i k48 3.

In addition to the prerequisites for the SLA’s stated in Section 2.5.3 above, in order to receive SAP’s Root
Cause Analysis for Custom Code service Customer’s custom code must be documented according to SAP’s
then-current standards (for details see http://support.sap.com/supportstandards).

BRATIASE 2.5.3 WP HERIIEH] SLA RIBTIRAMAL, AT SAP H & SURRSRA I K 730 ik 55, & HIE
T SURALIE R YE SAP JEIN HARE (P£152 0 http://support.sap.com/supportstandards) ¥ PLic#.

SAP shall be deemed to have met the SLA for Corrective Action stated above for Priority 1 incidents related
to Customer custom code by identifying possible root causes for the incident and/or failure of Customer’s
custom code.

ISR SAP iE AT e R EU /7 E SCIRS I S ORI A b AR A SR R, US40y SAP FEAREEZS 1 E E AR
PR G SR — DL Se S AF I TR JBAT T Lk “A| IEFE IR SLA” e 9 X 55
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2.6.4.

2.7.

2.7.1.

2.7.2.

2.7.2.1.

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

SAP H & SURIDIR AR F 4 T A EFESRALE T & 7 H & RIS ER . N afisk SR s €, L
WP E E RIS YR EE . SAP Innovative Business Solutions [81351 b 45 e 77 22 ]8R 1 TR 448 2 B il
FAE T I RE RO A IEH5 Mt sk R v 5 %

SAP Premium Service Level Agreement
SAP & 155 K- P iX

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

SAP B REAKFHML (BLREFR “PSLA” ) {EA SAP MaxAttention %4551 H R4 R4y, A T ¥R
P12 SAP Enterprise Support [V HF M F fe k. PSLA ZXT AT 2 SAP Enterprise Support |
Al Sz HE B SCP  E A BR MaxAttention 45 50 H AL 2 B AR S5 KT IR HN 7

The following PSLA commitments will apply to all Customer incidents that SAP accepts as being Priority 2, 3
or 4 (as defined in SAP Note 67739) and which fulfill the prerequisites specified herein, for the Customer
installations and SID combinations specified in the MaxAttention Services Scope Document to an Order Form.
Such PSLAs will commence in the first full Calendar Quarter following execution of the Order Form.

XTI .2 MaxAttention iz 55 1 Bl SCRE R iR SE K5 7 2280 SID 4165, LUR PSLA JRiRXT SAP 45252 8%
L BE=EUEIIIE R (PN SAP IR 67739) HAF G LA B RIS A I I %  H G . 13 PSLA
B TR 5 58— A 5 8 H DR T IR AT

PSLA for Initial Response Times:

BEXS A6 e RN E] ) PSLA:

a) Priority 2 Incidents (“High”): SAP shall respond to Priority 2 incidents within 2 hours of SAP’s receipt (24
hours a day, 7 days a week) of such Priority 2 incidents. An incident is assigned Priority 2 if normal
business transactions are seriously affected, and necessary tasks cannot be performed. This is caused
by incorrect or inoperable functions that are required to perform such transactions and/or tasks.
BREYEME RV ) . SAP NIAEURE] (24X7 A RAE) ML RS GCELEIM (2) NI YR
VRN, 3 O SeBFAFRAR IE WL 55 F 55 2 B H M, HICIHAT L ZAR S5 I P A . X2
AT LRSS 55 AN BRAE 55 i 75 R D it B o BOE 238 4T S 3.

b) Priority 3 Incidents (“Medium”): SAP shall respond to Priority 3 incidents within 4 hours of SAP’s receipt
during Local Office Time of such Priority 3 incidents. An incident is assigned Priority 3 if normal business
transactions are affected. The problem is caused by incorrect or inoperable functions that are required to
perform such transactions.

B HE CR7 ) o SAP AR AR IR S =AU FAFRINY (4D /N R SR
W o 5% = AR AR ARAE IR WML 5558 53 2 BN & Y Ao 3 AT USR58 55 T 5 (R D E L L
S BT RE AT R .

c) Priority 4 Incidents (“Low”): SAP shall respond to Priority 4 incidents within 8 hours of SAP’s receipt during

Local Office Time of such Priority 4 incidents. An incident is assigned Priority 4 if the problem has few or

no effects on normal business transactions. The problem is caused by incorrect or inoperable functions
that are not required daily or are rarely used.
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2.7.2.2.

2.7.2.3.

2.7.2.4.

2.7.25.

2.7.3.

FIRSEL A C K7 ) - SAP RIAE A I IR RS 58 DU AL Se S AR\ (8) /NI PR LA
WEL N o 565 DU AR S 2 e R I 0 I M 9558 5 S i L R 2 TR S IR O e AR i o S R AN
WAL R AT T B T R A i B R R IS AT S BN

PSLA for Corrective Action Response Time for Priority 2 Incidents

BERT 2 A0 Se A A 21 L It i S B[] £ PSLA

SAP shall provide a solution, work around or action plan for resolution (“Corrective Action”) for Priority 2
incidents within 3 business days of SAP’s receipt during Local Office Time of such Priority 2 incident (“PSLA
for Corrective Action for Priority 2”).

SAP RLTE b Jp o8 ORI 2R AR e BRI = (3) AN TAE H SR TR i B g 7 58 RS
MEEAT A CBURNIRR “HIERRE” O (BURRER “H3 8 RERFMHRAIEREER PSLA” ) .
If an action plan is submitted as a Corrective Action, such action plan will include:
RAT BRI E N A IR SR A 0, HSRAT BRI N 4
a) status of the resolution process;
AR LR RS s
b) planned next steps, including identifying responsible SAP resources;
JESATATRI, BIETE SAP 7T
c) required Customer actions to support the resolution process;
BTN SR R R I 7 R AT Bl 5
d) to the extent possible, planned dates for SAP’s actions; and
FE R AT Y N 1€ 1) SAP tHRIATE H W, BAR

e) date and time for next status update from SAP. Subsequent status updates will include a summary of the
actions undertaken so far; planned next steps; and date and time for next status update.

SAP T —UCIRATEH I H A ). JRERRAETEH NN NERRCE: HACAIEPrRI S, i
RIPAAT ) JG St LA S5 SRS SE B K H TR )
The PSLA for Corrective Action Response Time for Priority 2 Incidents only refers to that part of the processing

time when the incident is being processed at SAP (“Processing Time”). Processing Time does not include
the time when the incident is on status “Customer Action” or “SAP Proposed Solution”, whereas:

R RSB PRI 4] IR WIS () PSLA (URSEMH(E SAP B2 Ab BN (19 AbSRI 1] (LR iR “4bam
IR ) o ACERI AR SR T % ATE)” B “SAP SRBURIRTT R ARSI (], tEAL:
a) the status “Customer Action” means the incident was handed over to Customer; and
“BPATEY RERRFMHCEB LT
b) the status “SAP Proposed Solution” means SAP has provided a Corrective Action as outlined herein.
“SAP RUUBRTTR” IRALTE SAP CHA I E R T Y IERS .

The PSLAs for Corrective Action for Priority 2 incidents will be deemed met if within 3 business days of
processing time for Priority 2 incidents: SAP proposes a solution, a workaround, or an action plan; or if
Customer agrees to reduce the priority level of the incident.

a0 SAP fE= (3) ANIAEHACHI (8] BT 58 e R AF SRt ok T7 56 B R BT 3t &, 8% 7 R
FEARFAF DL OB S5 g0, RN AT S B0 58 — A0 Se A A IES I PSLA.

Prerequisites

I F2 2% 1
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2.7.3.1.

2.7.3.2.

2.7.4.

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

AAEE AR 2 AN AT S SR ARG 0 R 7 Rei& ) PSLA:

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

FERR LR SR 2.6 4TI < H E SRR IR A SR 047 DA PR AS LT, FEE SAP 40280y “TERRHIK
B ORI SAP BT IR 5

b) incidents are submitted by Customer in English via the SAP Solution Manager Enterprise Edition in
accordance with SAP’s then current incident handling log-in procedure which contain the relevant details
necessary (as specified in SAP Note 16018 or any future SAP Note which replaces SAP Note 16018) for
SAP to take action on the reported incident; and
FOHE 1R SAP a4 BEBACAE SR, @it SAP Solution Manager (4MVAR) [fifu 7 225 ¥ 5
AR FR G LSO IR AE, HAhh s SAP BExt R & (SRR BUT s BT 0 /6 B SRS 2 (R
SAP 1R 16018 52 JETATHU SAP 1% 16018 (¥ HiAfl SAP 7 ERE) : JEH.

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

H AT F RGBT R B B SAP BB SR AN K

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

DS OO it & X G S 9 b X 1A% 1 N > N o D N 7 G o

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

Fu 3 YEHIAH IR ) BB b 5550, UEE SAP o [] @ HEAT T4l

b) Customer makes available for communications with SAP, 24 hours a day, 7 days a week, an English
speaking contact person with training and knowledge sufficient to aid in the resolution of the Priority 2
incident consistent with Customer’s obligations hereunder; and
P ZRE SRR NS SAP #HT 247 MR RIAE, ZKRANFTEZS LB, A&R
SRR, ATRHE AP ST L % LSS T AL B SE — AR e S IR HE

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

BRI R NG REELEFEERE, IR SAP SRt 7 18 R .

Exclusions.

BIHMETE -

The following types of incidents are excluded from the PSLAs:

PN BB S5 AL PSLA TE R

a) incidents regarding a release, version and/or functionalities of SAP Software developed specifically for
Customer (including without limitation those developed by SAP Innovative Business Solutions and/or by
SAP subsidiaries) except for custom code built with the SAP development workbench;
LR P IF R SAP Bk (BFEEAR T B SAP Innovative Business Solutions [81)31 b 45 i vk )7 22
[ IA/EL SAP KR~ FITRIEAT) BIAS /B DI Be A R FAF, dEid SAP JF A TAE SR EE X
AL ER A

b) incidents regarding country versions that are realized as partner add-ons, enhancements, or modifications
are expressly excluded even if these country versions were created by SAP or an SAP Affiliate; and

SN E R FRALAE . 1850 D) RE B 2l BE S B AR B 5K 134 DX A AT SR (K A TR HEBR AR A, RIMEIX
S [ 5% /4 [X AR 2 B SAP B SAP SRR AL B g I e BLK
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2.7.5.

2.7.5.1.

2.75.2.

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

A RARAS FUR A R W o), AR ThRES AL C “TFRIER” ), BE IO G R .
Service Level Credit

55 7K1 e

SAP shall be deemed to have met its obligations pursuant to the PSLAs as stated above by reacting within
the allowed time frames in 95% of the aggregate cases for all PSLAs within a Calendar Quarter. If Customer
submits less than 20 incidents (in the aggregate for all PSLAs) pursuant to the PSLAs stated above in any
Calendar Quarter during the MaxAttention Services Term, SAP shall be deemed to have met its obligations
pursuant to the PSLAs stated above if SAP has not exceeded the stated PSLA time-frame in more than one
incident during the applicable Calendar Quarter.

WE—ANHBEZEEWN, SAP fEH E MR AHEZR NG PSLA &3MZEFNE 2 LTH (95%) 1EH MR,
RIRT N O JBAT T 1R PSLA FE 1 055 . M2 P Kk HE FiR PSLA, 7E MaxAttention iR 45 AR P 4T = H i
FEPRTHEFEASLE T (20) 4 (FiF PSLA RLE45R) B, W0 SAP ZEAMIN H P ZERE it e &
PSLA I EER I HAEAR L T—2%, WA N SAP B4 AT T Lk PSLA #UE 1 XL 5% .

Subject to Section 2.7.5.1 above, if timeframes for the PSLA’s are not met (each a “PSLA Failure”), the
following rules and procedures will apply:

WIRATIASE 2.7.5.1 FTHE, Wil PSLA MINTRIMEZE GEH—RED “PSLA &4)” —&) , MELFRA

FEFP R T PLIE H -

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

PSR RN SAP BT A JLEFRE) PSLA H4;

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

SAP REXHEM LR RIGERITH A, FFRRAF MR, UESs R % R A& P

c) Customer shall provide reasonable assistance to SAP in its efforts to correct any problems or processes
inhibiting SAP’s ability to reach the PSLAs;

NS SAP R ALEPLRIH B, DR R i BB IEFRE, ( SAP RERZIETE PSLA HIRLE ;

d) subjectto this Section 2.7.5, if based on the report, a PSLA Failure is proved, SAP shall apply a Premium

Service Level Credit (“PSLC”) to Customer’s next MaxAttention Service Fee invoice equal to 0.25% of
Customer’s MaxAttention Service Fee for the applicable Calendar Quarter for each PSLA Failure reported
and proved, subject to a maximum PSLC cap per Calendar Quarter of 5% of Customer's MaxAttention
Service Fee for such Calendar Quarter;
ARFT (55 2.7.5 ) ME, WHREIESLE T PSLA 41, N SAP X&) R —ik MaxAttention fii 45 %%
RN SRS KA (BURER “PSLC” O, EWHAH Y T2 P4 k& i BAEsir
PSLA 29T 7E # H 2= 90N MaxAttention 28I 702 % — 1 (0.25%) , HAEN A HHZEE
(] PSLC FR#, BRI 7Ei% H JiZEfE A i) MaxAttention it 55 2% I B 7 2 F. (5%) 5

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

P NAE R PSLA LR H ISR 1 — (1) AN NiEs SAP AL T PSLC;

f)  No PSLC(s) will be applied unless notice of Customer’s well-founded claim for PSLC(s) is received by
SAP in writing; and
BraAE SAP Y EI% 1 H R 78 43 ) PSLC R -HTEA, B NALRMHER PSLC; JFH.

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

AHT (552.7.5.27%) Pk PSLC /&% WAL B AR A B BR i PSLA 20 I REHUAS O ME — HEAB A
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2.8. SAP Product Engineer on Demand Services
SAP 7 il TRET% 5 ik 55

2.8.1. 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:

SAP 7= i TR % (LR IRR “PED IR ) R&—WURFRRS, BRI SAP L F TRIF (LI fifk
“PERIAEN” O RONCFEART LURN IR W AL RIBRAN) -
a) analysis of incidents or issues;
SR AT
b) issue resolution/workarounds;
0] AR TR TT SR 2T 5
c) Dbest practices; and
EURRSERE; DA
d) software design.
ATt
2.8.2. PED Services are provided solely for the Production System application components and corresponding
Customer installations specified in a MaxAttention Services Scope Document to an Order Form.

PED M55 {XEH XTI 2 MaxAttention Hi 55 Vi Bl SRS H i 78 1 A2 7 2R G0 IR P 2L BRI 9 2 P 22 e e it

2.8.3. Customer shall initiate PED Services by submitting a support case, in English, via the SAP support
infrastructure in accordance with SAP’s then current incident processing log in procedure containing the
relevant details and then contacting the Product Engineer and providing the applicable incident number in
which the Product Engineer should take action. PED Services will only apply to:

% PR SAP Ja I (R FA A B ICRE S, i SAP SCHFREAIAER LA SO HR A AL S AH O TR AN P A 1R SR
FB, SRJE 57 TREITI R IF R A i TAEITRCR BT B A R 5, LUAGES PED fl%s. PED 55X
W

a) incidents related to the Production System application components specified in the MaxAttention Services
Scope Document to an Order Form, which are classified by SAP with the shipment status “unrestricted
shipment”; and
LTz MaxAttention 55 6 B SCR 4 8 AR RGBS IR F AL R R i giAE, HAZAPIRSH SAP
FEN TR E” ; Bk

b) incidents related to Production System application component releases which fall into Mainstream
Maintenance and/or Extended Maintenance.
40T F iR 4 A B R AR B BRI AR T R G AR T LA RO AR DG IR A

2.8.4. PED Services do not include implementation services or delivery of remote services available under a Support
Schedule. In addition, PED Services do not apply to:

PED i 55 AN &5 0 SCRF DM RS ) ST AR 55 BOR FE AR 55 52T - Bk, PED ARG ANEH T

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

HHRITNE P RAT RGN AT A C(BFEEAIRT SAP Innovative Business Solutions [E130ll
FRRPTT EIBIIMEL SAP KR A FIF RV BIRRAS R/ B D e R A
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2.8.5.

2.8.6.

2.8.7.

2.9.

29.1.

b) country versions that are not part of the Production System application components and instead are
realized by partner add-ons, enhancements, or modifications are expressly excluded even if these country
versions were created by SAP or an SAP Affiliate; and
EAMENLER RGN TR A AR 7, TAE S RRALIE . 1955 Th RE s AZ I D RE S I A X
IO AR DRI S B BRAE 41, BIMETI 6 [ ZR /b X WA /2 B SAP B SAP SRIB AL B A LK

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

FAFIOMAS SRR AS S S v B, i ThRE B C “TFRIER” ), B SHABIAEAERIE R,

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

SAP KFEM PED AR TF46 H LRI (4) AN ITIEE 2 MaxAttention ik 553 Bl SO H 8 € 1 &AM
RGN HIREFF AN A A TRIR— (1) A7 TR, RYE5 PED Mes5 Va2 KK SAP 1M 74
NEFTESF MRS A LB ENE, 50 TRMES TERR LT 8 MEIFF 6 sff/\ (8) /N #iEpk
AIHERT 52 BR (LUREIRR “PED A ARTE” D) .

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

AT IR 2. MaxAttention IR 45 VG SCR AR B AN E T RGN AR T HGM 2w 5 HE, NI
Customer Center of Expertise [ F LA Z1 R A LR IBIRGBERIENESHKBERN (KZE AT WHBZ
MaxAttention %% G SR e e FBERANED  (LUFERR “&F PED BRRA” ), JHRILEMERE R
U2 Ptk R s 500D, R fRRER #EEEE R B PED BER AN (BHIBURE) . &K/ PED Bk
RABCNE T HRERER, HHRRER i B E R B0 Rt S R Z A SR, PED R4S AL A 8 IR
1% ' PED It & A$24t.

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

YERZEAT PED RS HIHERS AR, %7 PED BCA AAIFEIR AT i A2 [F) i o 1) 246 7 2 G0 AR e 2811
MR EPAT B BRI BB NS . SBLEMNSS N EE T SAP FRfENI ST, .

SAP Accelerated Incident Management (“AIM”) Services
SAP IEFAE L (LUNRIFR “AIM” ) kg%

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

SAP At SAP SCRFERITTA R E — A RGETGECR N (BURFRR “SAP EHA&E” ) , A4 2Lk
8 WAEITNA b pikZIal (BRARXUT A BIAE) » A% RESHIRS, RIGER K SAP SCR M
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2.9.2.

2.9.3.

2.9.4.

2.9.5.

2.9.6.

MRE, A 5 — R RS R B AL . SAP ARSI NAEIT WA E SN (6) B mikT
Ei=R/

The SAP Incident Manager provides:

SAP H{FEH i

a) incident activity and status monitoring for Priority 1 and Priority 2 incidents;
BEXE 2 — LS AN 2 e B A A SR S AR S %

b) trend reporting of Customer’s incident situation on all incident priorities of selected systems;
RPN RGP A RS RIS, RALE P FARIRES R AR ;

c) incident management process empowerment session(s); and
FAEHRERA UG A

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

HEPEMATERRSN, BEESFHRRE.

In addition, SAP will make available a critical situation manager within SAP’s support organization to remotely
coordinate and/or assist a Customer designated management contact (“Customer Contact”) with Priority 1
incidents. Assignment of a critical situation manager will occur approximately 1 hour following Customer’s
request documented in a Priority 1 incident. The assigned critical situation manager will be available to
Customer’s Contact and will remain engaged until the earliest of the following:

BESh, SAP IELTE SAP ST Gl MR E, SRR RSB R PR E IR (LUK
“EPBERNT D MIEE RGBT, LIRS — R R % P R R K — (D)
AN EREAT . SRR 4B SR PR R AR, BRIRENERZ — (BLERKRAEE A -
a) resolution or workaround of the Priority 1 incident;

f e T RS R PR B T N R TT R
b) reduction of the incident priority level to a priority level other than Priority 1; or

KR R — B LA B
c) agreement of the parties to disengage the assigned SAP individual.

W74 EMRBRTETRI) SAP A5

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

AIM 55 -5 A e BT FE GRS i BLK) SAP B 177 b FRAAT RIS

AIM Services will be provided solely for the select Customer installation and SID combinations and/or SAP
Cloud Service and installation combinations specified in the MaxAttention Services Scope Document to an
Order Form. Customer may select AIM Services for those SAP Cloud Services identified in SAP Note
2649568.

AIM RS SHT e 5 2. MaxAttention R 2% BBl SCRE 8 52 192 7 AR 7= 1 e 25 A SID 214 F1/a8 SAP = iR 45 fl
AR AR, P ATENT SAP TR 2649568 TR SAP = ARG IETE AIM RS .

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

AR EREZ = (3) LRBBEIERNEKECARN (LR “FF AIMBERAN” ), HREVENPEERE
B CGEEAE B TR A 5 510D, DMRIERER #RREBC R B AIM BER N . AIM RPN MR IR K 2%
FAIM B R AL
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29.7.

2.10.

3.1.

3.2.

As preparation for delivery of AIM Services, Customer’s AIM Contacts and the assigned SAP Incident Manager
will jointly perform 1 initial remote set-up meeting.

YERZEAT AIM S5 HOHE S TAE, 2P AIM R AFIFRIRE SAP FA 2 3 N ILE HIF— (1) SHIca i
2o

SAP Baseline Support for Innovative Business Solutions (“IDP Support”)

SAP GUFN 55 R TT REELSCHF (BLURHIFR “IDP 3CR” )

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

IDP 32 B 7EMKHE 1T I 5. 2. MaxAttention i 5576 B SCR 48 2 11T W 5 2. SAP Innovative Business Solutions
BN S5 R 7 B RTGEESCRS (PR E#R “IDP XRAHIEERE” O, ARE A3 HEHmI s
THREIRAEA T AT 1 A BT I S A 3 S RF RS, & AR A SRR B (BFEEARFR T SAP Enterprise
Support [1i2)V2% 3 #5]8k SAP Product Support for Large Enterprises KB #5245 O RISAERR 4.

ENGAGEMENT MANAGEMENT
T H g

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

FITRIRARIR— A I H 28 . SAP HI H A B RUONFRIRE) LTQM. 207 50 H 22 PSR IE SR, AU
B E A B R A BB S SRS RIS S R IR T H 2 H L (RSB A AR, SRR IR, BRIk
(¥ SAP BHIEIAAT ) MaxAttention Hiz 55 #4852 7 (¥ H 28 BEEAT U0 R

In addition, the parties shall conduct regular executive meetings during the term of MaxAttention 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 MaxAttention Services based on the
then current MaxAttention Services status. Each meeting will include a status report on progress in the key
focus areas, including, but not limited to, the following:

BEAh, XU RiAE MaxAttention RS A BOW AN € A TF s EE W (LUFRIR “BEEERXW” O . thEm
REERWEANFER DRI —K, BB E S B b7 L RZE . MR 38 2B AR 2 )
MaxAttention 55k, Bi%. THBFEILRIZ) e AL MaxAttention %% H BT 7 R — D5 . BRiK
SO AL B AR T R EERAS R s, AR EAIR T
a) An evaluation of progress under the MaxAttention Services program compared to the agreed to key focus
areas, KPI's and the MaxAttention Services engagement plan;
PG 7E MaxAttention [l 55 118~ 2452 i E mi TR D7 T A HERERS 0L« KPIAT MaxAttention i 55 5 H i1
b) Identification of risks and/or delays that may jeopardize the performance of Customer's SAP Software
solution including risk mitigation recommendations;
W AT RES & S22 7 1) SAP B Atk J7 ZEE BEFI XU AN/ AR IR CRLAE KU R EE 2 B0
¢) Implementation of recommendations;

S VSR SI T 1 0
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3.3.

3.4.

d) Discussion of open issues and any change requests from either party; and
PR RUT7 BT A PR 1) R LA S AR A — D7 S AR S A 5K s DAL

e) Relevant details regarding project organization and planning.
KT T H 2RI PRI AR DAY

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

VARG R SAP TiH LB %, JRHRA R IUH BTSRRI H LB AR AR R =+
(30) NTAEH PR LI s Z Rk 5 5t i, BRI M RAR IR S E R, WAL 9% 7 ©fiilizdk
Ho X7 N FAR AR, 3R R R A 41 o 22 TS SRR AT e 28 A DLEAT B A% AR AL

SAP Cloud Governance
SAP =in

If Customer has subscribed to SAP Preferred Care, cloud edition, and/or SAP Preferred Success, cloud
edition, the Support Experts (as defined in the Support Policy for SAP Cloud Services) will be included into
the MaxAttention 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 MaxAttention Services and for so long as Customer continues to subscribe to SAP Preferred Care,
cloud edition, and/or SAP Preferred Success, cloud edition.

WE AT SAP Preferred Care (A [E &SR = AR FI/5E SAP Preferred Success (A [Eik
I = HA], TITE MaxAttention TREIAMR N, REZR 4k SAP Preferred Care (=4 [HIEXHF=
W AR)F/EL SAP Preferred Success (ZRA) [EIEMIIBRAE], XFEHR (W SAP ZIRESCRBUREH I E
SO FRRANE 3 HTIREK MaxAttention AR ST H & HIG [, Znm R WL SR E I E £ )
WA SN

The cooperation of any Customer’s third-party consulting partner(s) (“Customer Partner”) is critical to the
success of the individual MaxAttention Service engagements. Customer shall ensure that such Customer
Partner will comply with Customer’s responsibilities, this MSD and any MaxAttention 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 MSD and any MaxAttention Services Scope Document to an Order Form.

R P 3 = B AR (LR “FPE1EKAE” O IPMER MaxAttention ARSI B a3 ¥ 94 .
B BRI SRR P AR AR SF R P I TR R . K MSD J2 T B 2 A7) MaxAttention AR 553 B SCRS R
&, HRMNHRE SAP &SR S5 SAP &1E, LAME SAP JE4THAEA MSD K iT B {F{77 MaxAttention %55
SRS N X5 o

CUSTOMER REQUIREMENTS

FPRWRRER

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

NERAEIT I B ) MaxAttention AR5, % F A2

a) continue to pay all support fees (i.e., Enterprise Support Fees, or Product Support for Large Enterprises
Fees) under the License Agreement;
Ak AR AT R BT A %A (BI: SAP Enterprise Support [k 37 #5]%% 8. SAP Product
Support for Large Enterprises [ A2 b= & RF 2D

b) otherwise fulfill its obligations under the License Agreement, GTC, the Order Form, and the MaxAttention
Services Scope Document; and
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5.1.

5.2.

5.3.

5.4.

5.5.

5.6.

JEAT AR AT, GTC. iTT45 LK MaxAttention AR 45 Vi SO o g Hofth LS55 DA R
c) provide remote connectivity and data access in accordance with the Support Schedule.
MR SR, $R Bt R FE I 1 M 17 1]
GENERAL PROVISIONS
— &K

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.

FRIR MR AN BT RARYE I SAP B A SAP JCIR AL T 25 811 Ji Pl 4 5] 2 TR R AR AR

To ensure efficient communication, the language for the delivery of MaxAttention Services will be English.
Relevant information related to the individual MaxAttention Services will be provided to the SAP resources in
English.

NRA R, 1R 4E MaxAttention RSB F9EE ST 5 MaxAttention iR%5 5% 10(5 B8 SR TR 45
SAP ZH .

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

FEIRM SAP B (BLIEFRIRMIRA R BHED FIREME/R 2 AE SAP Jp2 AT AW K] MaxAttention A 55 i
A,

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

SAP L] MaxAttention 45 ¥178 Bl AT f1 SAP TERRE AT, fE3RAT/LT (90) K@ E T LI E
s BUR IR SAP BR80T R AEAR B, B MaxAttention JIR S 7 ) 1 2548 56 3& ] T4 55 SAP AT BIM3LFT
B HBIE Y SAP % 6 MaxAttention AR5 BFIZRAUFE . 40 SAP B AT HE AR A 5.4 5 1M E LR EH, (H
BB IIARE, W AR RS2 280 B AR S R (P AT T B 2. MaxAttention iRZ5 6 HESCRS, H
ZORTEFTIR LT (90) RKIABRJEW G 4. &P RIERTRIAN LB, MAR B2 H,

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

MR %5 2 A H PR B — Ik, (BZERT/LT (90) Rm%& - RIEBIEM. W SAP BT RIE AT —h) A&
AR, ARSABEZMHIRE, WEARAEWE] SAP K HRTFHAATHE @Mz HEm=1 (30) KA,
DL B A i R 1L 52 SR TR AR S s 9T T 5. 2. MaxAttention ARESVEEISCRY, H & 1RTE & H 2 2%
ARFEIR AN IS — R IR AR R R ARIERTIR M &b, WONE B2 AR,

MaxAttention Services will terminate effective the same date as:

MaxAttention I 45 NAE LA ARz H2& b
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a) any termination of the Support Schedule under the License Agreement; or
VR P2 SR MR B L, 5L

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

%P DM RO HRL R (0 SAP 33 (5111, SAP Enterprise Support [k 37 ]88 SAP Product Support
for Large Enterprises [ K7 4idb 7= i 52 ] 225y SAP Standard Support [#x#E 7 5]
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1.1.

1.2.

1.3.

1.4.

1.5.

Exhibit 1
MR 1

SAP Baseline Support for Innovative Business Solutions
SAP QIFNL B R RTT REEL SR

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.

NETE hEE (W R SCEs 1.3 TR SO 46 SAP Gk & vy I L2 37 (LU RWAR “IDP 8" ) %
AWML, 8RR SR (RLFR(EARER T SAP Enterprise Support [42)l 37 ##]8k SAP Product Support
for Large Enterprises [ KRV 52 H75]) HIBAERR Ao

DEFINITIONS
& X

“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.

CHRRHEAET - EARMAE, CIERVRIET RARIIREN A T KIBUAZ AT SAP Bift . BEREEEAIEA
FEPFVERIVEEE A, ARSI AT VR AT

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

“RPBREE” . RS, RSB S T RIEZLIMIEN Customer Center of Expertise [% /7 4l &R o
O] C(BURTIFR “%& 5 COE” ) B RGEK IDP SCRERSS M i L. W T2 COE, R idF SCRAHMLFIAH
RFFMFKA . AR BTN COE, ME U AF HTE 300 SAP 45 E A ALIE K IDP SCHFIR S5 I 51 L.

“Features”: For the purposes of this Exhibit, the reference to “Features” means the software or functionality

and its documentation purchased from SAP by Customer under the IDP Support Eligible Scope Document(s)
listed in an MaxAttention Services Scope Document to an Order Form.

“TNRE” . FEAMIET,  “ThRE” RARZSKIEITIEF 2 MaxAttention [ 55 i SO TR IDP SR &
I I SCRS M SAP ARISERI AT BRI, B AR R SORY

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

“HEFERG” . AWM, B RGT RRIBE RN EL RS, AT IERILSZE AL P
KB HE .

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

“SAPERME” : fEARIIET,  “SAP B AR KRV AT B SAP ARG AT A B
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2.1.

2.2.

2.3.

2.4.

SAP BASELINE SUPPORT FOR INNOVATIVE BUSINESS SOLUTIONS
SAP QLB Rt T RELL SR

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

ASHHE T RUE ) IDP S RFLBR T4RAE 1T 1 55 2. MaxAttention JIR 453 FEl SCRYS Hh BT 51 (1) IDP SRR A% 1B SR 1r)
BRI a R B P B I TIRE . IDP SCREIRSAEAS BEOR (LURNRIAR “IT” O R85 CUIARRZA) IDP SCFF & 4%
0 B SO B HEAH S SO e BT s SO op AR P RROAS SCHF D RE

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

XHFARYE IDP SCHRES A& TEH SO % FE LT T L2 MaxAttention IR 453 H SCRS Y MaxAttention 45 R P 560
HIZHRERT IDP SCRFITE , IDP SCRFR R /7 238 AT I B 2 (BT HEIRAT I B 2. MaxAttention ik 55 i3l SR
I IDP SCRFZ R IR H % RITIR . SAP (RAEA KA SL LR IDP SZRFAR 55 WA 635 2 P RGE VR AT Wb GRS
VAT T HoAth SAP

IDP Support is provided during IDP Support Office Time and includes the following:
IDP SCHFAE IDP SZRFAMART (A A FE4E, IR RAELUN W2
a) Incident handling by SAP for problems related to the Features;

SAP EHX T BEAH % 1] ) S AR B 5
b) Coding corrections or patches (such as altered programs not reproducing the referenced malfunction), or
workaround solutions or action plans; and
RSB IEBAN T (BIINA S B SR Pk ks 2 B i), BUR M SR T ZEATEh TR AR
c) Support packages for Features - correction packages to reduce the effort of implementing single
corrections or changes to existing functionality. This is not applicable in cases where the Features are or
have been developed on Customer’s non-Production System.
DiResC i — H TR0 St SR e IE AR R B/ b e A TR B IE AL, XA E M TAEZ A
ARG LIFRECETFR T DRI

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

T 5 IDP SCHFAHSC I R ) H H AL 5 E4F, SAP A% LE SAP Innovative Business Solutions [Tk
SRRTTRIBIINIEE —BIRR AN (LLTFEFR “IDP SCIFRATEB” ) o IDP SCRAAT A BIGHAT FHES,
AR5 TIREN IDP SCIREAZAS A 5% 1 i)
a) Setup and management of the Customer’s incident component and associated incident queue(s);

R ANE F% I FAR AR AR S AR BA S

b) Manage SAP Innovative Business Solutions internal support team assigned to provide IDP Support
hereunder;
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BT ARIRSEAEA DL T IDP SZH# ) SAP Innovative Business Solutions [l 45 ok 5 2211 P &6 52 1
Eil

c) Support the TQM in the coordination and inclusion of appropriate MaxAttention Services related to IDP
Support in the MaxAttention Services engagement Service and Support Plan;
FHF TOM KA TAE LR S IDP SCHRF IS HIAH . MaxAttention AR 5549 N MaxAttention AR 55 %7€ AR 55
55 SRR AR

d) Support the TQM in the coordination of the individual service deliveries at the project level for the
MaxAttention Services related to IDP Support that have been included in the MaxAttention Services
engagement Service and Support Plan; and
SCHF TQM P B 49N MaxAttention [ 55 20 5E ik 55 5 SCRFFRI IDP ORISR MaxAttention ik 55350 H
FO AR AT T B

e) Participate in the Executive Meetings on topics related to IDP Support (e.g., report on Customer’s
incidents, provide status on deliveries of MaxAttention Services related to IDP Support).
ZMEE X, Wb IDP SCRAHRI R (Flan, HRE 2 gE. 124 IDP SCHrH KK MaxAttention
RS HIZZAPIRE)

3. CUSTOMER PREREQUISITES
E R

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

JSRBUA A TR 1) IDP SCRFIRSS, 2577 Rijis 2 LA R 25K

a) Fulfill its obligations under this Exhibit, the Order Form, and the Agreement.
JEAT HAEATR A T B AN K X 55 .

b) Transmit all incidents to SAP in English via SAP’s then current support infrastructure as made available

to Customer under the Support Schedule using the incident-component provided by SAP in writing upon
acceptance of the applicable Features. Customer’s failure to assign an incident concerning the Features
to the correct incident component may delay SAP’s response to the incident while SAP determines and
makes the appropriate assignment. Customer understands and acknowledges that SAP normally has to
translate incident(s) that are not in English before it can process the incident(s), which adds to the time
needed to process the incident.
FER WA DR J5, 8 SAP I A R SCRFFRE R 284 IR SCRF R SGIR 4 % DD A
SAP SRR, ISR 0K BT F e SAP. % R BER W S I BERI FAT M L4
IER AL, AT B B T SAP ZHf 5 Hk 473 2 70 TE T S 20 SAP X SRR ma R & AR SEIR . &
PRI, SAP W R E ARSI, SRS A BEN AT AR, X AEAC T S A AL B T R
RIS 18]

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

% N IR AR R DAL BN, B AUEM . KRR SAP M A SCEF
SAP 1) IDP XX #§IR%s, WEN LR B2 R R — R L,

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

R4 SAP VER 67739, %57 RIS D B BURH I SR A SRR AT 3 26

e) Customer must make available to SAP all documents concerning any alterations and enhancements (e.g.,
Modifications or Add-Ons) made by or for Customer that may help in the analysis of the incident.

Customer must also keep suitable, up-to-date records of those alterations and enhancements, and give
SAP access to them when necessary.
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4.1.

4.2.

5.1.

5.2.

5.3.

54.

BTN SAP SR S BTG BB ITE SO, o R P B R AT AT AT AR A
(UHEME ) o &P IR B X E A AT R K A SR il 3%, HFTED TR RAYF SAP Vi iajitt

FKidx.

f) Customer must apply all coding corrections, patches, work around solutions, support packages, etc.
provided by SAP under this Exhibit to the Features.
N SAP IR AS IR AL BT ARG SEIE . AN T BRI TR RSN T 6.

g) Customer may be required to upgrade to more recent versions of its operating systems and databases to
receive IDP Support services.
% FUR] R b UK FLHRAE R GBI B - G BB MR AR, A BRI IDP SCHREIRSS

CHANGES TO CUSTOMER INFORMATION, AUDIT

BPEERRE, #K

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

R LA SAP AT R D e 2R IR AR B DA K S DRI AT R I B AR A5 S

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

AR PRI SR BTG A, SAP A BUE WML 2N IE#E .
ADDITIONAL TERMS AND CONDITIONS
Hofh k5 &AM

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

SAP RARGEAA RN IDP SERFE ARG SO, #1707 SR D RE K 2 P AR A7 R FRMEA Pk (1 1IDP 52
Ffo FEH T A BBl H A BRI A FAR TS SR AR RIS LT, % T2k B SAP A]BE Rl S % /7 i HL At AE
TP RGIRAE IDP SCHF, BAUH SR ALY IDP SR, REH EIRFE, HTIRALN IDP SRR T4 R4
R HIE P U DT .

If SAP provides third-party software (non-SAP Software) to Customer under the respective IDP Support

Eligible Scope Document(s), SAP shall not provide IDP Support on such third-party software unless otherwise
agreed separately in writing.

U SAP (R AEAI N IDP S AT ScR & PR ILSE =5t (AE SAP #4F) , MIBRAER B PEAE, &
] SAP AXT b2 5 = J5 AR 34t IDP 3 HF.

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

IDP SZHF R A 5 PR SS mdR E, 5 & LU A I T o (1 D) RE (I AT 203 SR ST 7

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

IDP ZFRN F R R R 4ET 8y R4y (A2 F P SR B4EY) (MK SAP HIARA SR
R E S, DL http://support.sap.com/releasestrateqy) Z 1tz H B4k,
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5.5.

Fee(s) are subject to change:

PRI RER AL :

a)

b)

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

5 \DP SCRFE 6 T B SCRS SR A 42 1 2 D7 OF R 62 IDP SCREIIDIRERIIEBL T, IR 55 2 S R4 AH
LI IDP SCHREG VG B SO T R 5252 IDP SCREFIThRE R SR IR 5 5l

in the case of time and materials IDP Support Eligible Scope Document(s) for the development of
Features receiving IDP Support hereunder, to reflect a revised calculation of the Fee based on the total
development fees (including travel and expenses) paid by Customer to SAP for the Features receiving
IDP Support under the applicable IDP Support Eligible Scope Document(s) or during the term of the
applicable IDP Support Eligible Scope Document(s).

5 \DP SRR T8 BB SRR A 2 TR AN Rb 9 7 OT AR 3% IDP SCRERIDIRERITE LR, RS o Sse ik
TR PRIEAH P IDP SCREA &G B SCRY AR BIY) IDP SCRFA 638 B SCRYHABR P9 8252 IDP SCREI TR
MSCAT4s SAP AT R 3 (BIEZERY) MEAL E, BN RH.
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