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SAP MAXATTENTION SERVICES DESCRIPTION (“MSD”)
SAP MaxAttention lRE Ui (BLTFREHR “MSD” )

SAP MaxAttention Services may provide professional expertise onsite and/or remotely to assist Licensee 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 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, 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.
% X o
1.1 “Calendar Quarter” means the three-month period ending on March 31, June 30, September 30 and December 31 respectively of any given
calendar year.
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1.2 “Local Office Time” means regular working hours (8:00 am to 6:00 pm) during regular working days, in accordance with the applicable public
holidays observed by SAP’s registered office. Solely with regard to the SAP Service Level Agreement defined herein, both parties can mutually
agree upon a different registered office of one of SAP’s affiliates to apply and serve as reference for the Local Office Time.
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1.3 “Normal Business Hours” means an eight (8) hour period between 6:00 am and 8:00 pm, Monday thru Friday, unless otherwise agreed to in
writing by the parties.
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1.4 “Production System” means a live SAP system used for running Licensee’s internal business operations and where Licensee’s data is
recorded.
CHFERG” AR H T I AT T U7 N A B B ST AT 5 B RS B 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.
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1.6 “Top-Issue” means issues and/or failures identified and prioritized jointly by SAP and Licensee in accordance with SAP standards which (i)
endanger Go-Live of a pre-production system or (ii) have a significant business impact on a Production System.
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SAP MaxAttention Services. 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.
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2.1 SAP Embedded Services.
SAP R AR «

2.1.1 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 roles described below. Such Embedded Resources shall be available at
the Licensee location(s) specified in a MaxAttention Services Scope Document to an Order Form during Normal Business Hours for the quota of
days per period of time specified in a MaxAttention Services Scope Document to an Order Form (“Period”) per assigned Embedded Resource
during the MaxAttention Services Term specified in the MaxAttention Services Scope Document to an Order Form (“Embedded Resources Quota”).
The assignment of Embedded Resources will occur within six (6) weeks after execution of the Order Form. The Embedded Resources Quota does
not include any vacation leave by the assigned Embedded Resources.
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2.1.2 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:
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SAP Lead Technical Quality Manager (“LTQM”)
SAP BERFEEBEHE ( “LTQM” )

. Understand Licensee’s SAP Software solution, business processes and strategic direction.
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SAP Service Description for SAP MaxAttention Services CHINESE (SIMPLIFIED) v.6-2020 1



. Provide strategic advice, guidance and assistance in the following areas:
FELLF QU R (LR 2 W 155 5P
o  Technical risk management/program management of complex Licensee Software implementation, upgrade and transformation
projects
REVFA] 7 A A St . T2 5 T T T AR AR AU B /R A B
o  SAP release & upgrade strategy that is aligned with Licensee’s information technology (IT) strategy
WA AEEHEAR AT Heg—301 SAP WA 5 75 ng
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
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. Provide transparency for focus area progress via balanced score card including jointly agreed key performance indicators (“KPIs”)
JBIPETTEY R CEFEILFEIZ) R B STRER bR (LURRIRR “KP1” ) ) SEHLE SUATE R i i B 2
. Develop and maintain mutually agreed Licensee-specific MaxAttention Services engagement plans
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. Facilitate the performance of the MaxAttention Services engagement plan including the coordination of individual service deliveries and
SAP resource staffing
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e  Assist Licensee in defining monitoring requirements and strategy for key operations processes running on SAP Software
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e  Assist Licensee in coordinating, tracking and reporting SAP technical risk mitigation and Top-Issues at Licensee’s executive level
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SAP Technical Quality Manager (“TQM”)
SAP BRFEZE (LUTFHEH “TQM” D
. Provide advice, guidance and assistance with agreed to focus areas:
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o SAP support requirements, Licensee support processes and use of SAP support tools (e.g. SAP Note Assistant, SAP Notes Search
and SAP Solution Manager Enterprise Edition)
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o Integrated end-to-end application lifecycle management
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o Integration validation of complex Licensee solutions
RVr AT SR DL TT SR ISR B IE
o Operate the SAP solution more efficiently
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o Accelerated innovation for custom built solutions and rapid prototyping
OIS A AR e 7 SRR S5 AL BT (1 T
o Solution availability management, monitoring and performance
R TT T R B, MR AR
o Risk mitigation plan(s) for critical maintenance issues
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o Incident reduction and/or avoidance
AR kD AN B
e  TrackLicensee'simplementation of SAP’s recommendations and action plans resulting from the delivery of SAP Expert Services hereunder
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. Provide periodic status and risk reporting at Licensee’s project management level
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. Manages quality gates for selected focus area projects
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SAP Enterprise Architect (“EA”)
SAP VAT (BLFHi#R “EA” )
. Understand Licensee’s SAP Software solution, business processes and strategic direction to assist Licensee in developing a to-be
architecture design combining public/private cloud and on-premise scenarios
TR VF R JT ) SAP B DT Ry S RAEANSE NG T7 1), B B VR ET 5 T ROR LT A Al BB B T ARG, A ARG R et
e  Align the Licensee’s architectural strategy and roadmaps with the SAP solutions and platforms strategy
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. Provides advice, guidance and assistance in the following areas:
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o Architecture for key programs
KREETHRISEH
o Documentation of system landscape including solution, application, data, and integration architecture
RGHEMSCRY, BFEMRRT R N BRI RS
o Licensee’s establishment of an architecture governance board
VI T @SSR TR o
. Support LTQM to facilitate, where appropriate, the performance of SAP Expert Services including the coordination of individual service
deliveries and SAP resource staffing
SCHF LTQM ZE3E A1 5 T B BT SAP L5055, (01 PR %5 22 (1 SAP B IR 4%
e  Assist Licensee in coordinating, tracking and reporting SAP architecture roadblocks, pain points and mitigation.
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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.

P SAP RN UIR 55 B2 5 Vi R] 5 I T B B EAT R . XU Gl B AUE IS IL R, TR SAP AN URS I TEE. 72
FEATIEIL T, X SAP BRI SS BIFT A R E I N A K SAP A RRSS, A AT HAh 2R B i) SAP iRk .

2.2 SAP Expert Services.

SAP LK% .

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 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”).
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2.2.2 Within the Expert Services Quota, Licensee will be entitled to choose any standard SAP Expert Service from SAP’s then current portfolio of
SAP Expert Services. A listing of SAP’s current SAP Expert Services is available at http://www.sap.com/maxattention-service-list.
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2.2.3 To schedule SAP Expert Services, Licensee shall contact the LTQM 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 Licensee postpones or cancels any already requested SAP Expert Service less than three (3) weeks
before the start date of the SAP Expert Service, SAP may deduct already rendered days from Licensee’s Expert Services Quota.
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2.2.4 Licensee shall define a project team and make sure that the relevant contact people are available for the duration of the individual SAP Expert
Service deliveries. Such Licensee project teams should be staffed with Licensee’s IT Project Manager, concerned business process owners,
system administrators, active users, and the persons who are responsible for the implementation of the respective core business processes. The
agenda requires the participation of some or all of the Licensee project team. Prior to an SAP Expert Service delivery, the Engagement Managers
will: (i) agree upon a more formal agenda for the SAP Expert Service; (i) the required involvement of Licensee’s project team members; and (iii)
identify any prerequisite SAP Software for the performance of the SAP Expert Service.
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2.2.5 The “Innovative Business Solutions Support” category of SAP Expert Services is only available for the Features (as defined in Exhibit 1) that
are covered by IDP Support (described in Section 2.9 below) as a component of a MaxAttention Services engagement in a MaxAttention Service
Scope Document to an Order Form.
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2.3 SAP Expertise on Demand.

SAP B LW HARMRSE -
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 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 MaxAttention Services Term specified in a MaxAttention Services Scope Document to an Order Form (“EoD Quota”).
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2.3.2 To engage EoD Services, Licensee will submit an EoD task request to SAP through Licensee’s SAP Solution Manager Enterprise Edition
system identifying the task and supporting information for the EoD Task for which Licensee is requesting SAP’s assistance (“EoD Task”). SAP
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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.
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2.3.3 SAP shall use commercially reasonable efforts to fulfill EoD Task requests submitted by Licensee, however, SAP does not guarantee that it
can or will fulfill every EoD Task request submitted by Licensee and SAP will have no liability in the event it cannot or does not fulfill such EoD Task
request. SAP shall notify Licensee in the event it cannot fulfill an EoD Task request. In the event SAP commences work on an EoD Task and
subsequently determines that it cannot or will not fulfill such EoD Task, SAP shall provide Licensee with a written explanation of the reasons for
such action.

SAP R I MV b A RS B AT B VE R $EAE I EoD AT 551K, B SAP JEARRIEREHS BOAS B RAT BV AT 7 #2240 EoD fE 453K, H.
SAP X KR IEAT A JEAT 2K EoD (R4 RAR SR T/T. 45 SAP NREMEAT EoD T 5EK, WISGEAWA AT 7. 4 SAP JFH4LHE EoD 11
S5ARE J5 0 E HTCIREA BEFEAT 1% EoD 4£55, SAP [MLIRIBE ¥ ] 77 S Ak AT 2l it Fi i i R e

2.4 SAP On-Call Duty Services.

SAP Bl iR H Hi %
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 MaxAttention Services Term specified in the MaxAttention Services Scope Document to an Order Form (“On-Call
Duty Quota”).
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2.4.2 An SAP On-Call-Duty Services session is:
—A> SAP Bl 57 IRk 45 AR 2 45
. either Monday to Sunday starting 08:00 and ending 20:00 the same day in Licensee’s local time zone
BVral o M XA — 2 A H, 58 AT, F—KiE 8 M4hH
. or Monday to Sunday starting 20:00 and ending 08:00 the following day in Licensee’s local time zone
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2.4.3 To schedule SAP On-Call Duty Services Licensee 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 five (5) weeks advance notice.
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2.5 SAP Service Level Agreement.
SAP BREAKFEHIL.

2.5.1 SAP Service Level Agreement is available as a component of an SAP MaxAttention 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.
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The following Service Level Agreement (“SLA” or “SLAs”) commitments shall apply to all Licensee incidents that SAP accepts as being Priority 1 or
2, and which fulfill the prerequisites specified herein, for the Licensee installations and system id (“SIDs”) combinations specified in the
MaxAttention Services Scope Document to an Order Form. Such SLAs shall commence in the first full Calendar Quarter following execution of the
Order Form.

XTI 2. MaxAttention IR 25 36 FE SCRS 8 8 B VPRI F 22 M R4 1D (LAURERR “SID” ) H4E, BUFIRSAKCEEML (DR R “SLA” ) 7ki#
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2.5.2 SLA for Initial Response Times:

BIGEM S [R] ) SLA:

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

o YRR D o SAP RIAEE] (24X7 R KRB MR I — (1 DA IHEAERmN, B d R
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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.

BoRePEMN C“E7 D) o SAP FIEY I AN AU RIBEZEEE AU FAFINY (4 NI KA AR B AL e g SRR I
FHEZ R EEN, HIEERAT BEAESI TR M. X2 AT IS 4R BT 55 i & (M T Rk H I 57 o B VR 1847 3 801 .

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.

MR TR TMEZHELE, ESH SAP K/ LR MU B SAP Notes U4 FE H #24L 1 SAP & 67739, WMikN
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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.
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“SAP SERRRITR” RBKIRT], AL (@) “FATE” RS O AR AL BT T A (b) “ SAP SR TR IR 2 SAP Bk A
PHE RS IERS . W SAP FEVY (4) /NI AR N 3R IAR T TT R CIRZESN “SAP RRURIRTT 7 O MR dr ®REATshitR], sagiF a7
HRF e, WMALN B G A IE R IER SLA.

2.5.4 Prerequisites and Exclusions.

RIS AE AN HEBR 1 L

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

HIBREAT . ANTERTA FAFH 2 LR AT Bl N7 A& SLA: (i) 7ERR LR EE 2.6 1511« H & SARRBIRAS SR 43877 LA 1B B R
S SAP 730y “TMHIRE” RER SAP BAFMIMAER L (i) FAF BV TT IR SAP JE B HF LB B, @i SAP Solution
Manager (fMViR) [tk 7 &P MR R 4t LI OR B2, HEEAh 08 SAP &Fxbii iy S RIAT 3) B be 7 AR PRAIE & (BEIL SAP
TR 16018 B 5 AEfTHUAR SAP 1R 16018 HUHAl SAP ViR 5 (i) FF 4L T LYY sl R4EF Br e SAP BAF I A A Ko X T —
AR FM:, Bvrar 7o 40 2 UL R AT (a) 7840 WA AR G I i S ol 455 ma, DA SAP Xl BEBEAT PPl (b) #EVF Al U7 IRIE — & Kl L 15 1)
BKARNE SAP #ET 24x7 HIE A%V, ZKRANFRZ S LWREI. Ba 78 2RER,  TRIE A BT B2 BRI T 77 O35 Ph B AL L3S — e da 2
HfE; DA (0) VPR TIRE IR NS R AL mAREE, JFA SAP /ALY 7R K E T B .

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.

HEBRTENL .  DATSRE— AL FHERRE SLA 24k () 5L ITTABET A RS (BHEARIRTH SAP Innovative Business
Solutions[GIFN. 55 it 77 S FIIA/E SAP SRERA BIIF R MM A F/ERIIRE A R MFAF, Eid SAP PR TAE G MK H & U ERSL: (i)
SENEVEAR PR TR . G 9m T BE BRAE B3l RE S B [ 5 A X RRASAT G 1 oA I HEBRAE 4, RIVEX S E XM IX R A SAP 2 SAP SRE Ak
BRI (i) S0 IOARAR JE R AR st 1) 3, T ThRER C “HFRIER” D, B FHA AR E MG K.

2.5.5 Service Level Credit.
JRZ5 KPR A

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 MaxAttention 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.

WE—ANHIGZEE A, SAP 7EHEE MR MAEZE A X BT SLA 23R I E 2 2 LT T (95%) 1R R, RIF# S & )EiT 17 Lik SLA #

ERX S . BEF ATk B SLA, 7E MaxAttention 5 B N IR H PR RS MR A L =1+ (200 26 UFFA SLA MILEEEE) I,
BRIy IR, G SAP TEARR H JHZERE N A8 & SLA BFERE 2R FAA L T —%, WAL SAP B4 AT 1 Lk SLA e 1 X 55
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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 SLAs; (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 MaxAttention Service Fee invoice equal to one quarter
percent (0.25%) of Licensee’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 five percent (5%) of Licensee’s MaxAttention 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.
KHRATIASE 2.5.5.1 TTHURLE, Wik SLA FIRTIHESE GREHE —IRED “SLAEZ” —0 , WILUR RUMANFR R LAE - () B a0 50k
MEEN SAP BT HERRI SLAEZ; (i) SAP BEAMEM IS 2RI,  FRA AP R 45 DUIE SEBUR B /T 77 R IR -G B (i) 0 T J7 REx)
SAP RULG AR, DUMEMRR A BB IEREE, ff SAP BeB8IE0G SLA RLE: (v) ATF (3 2.5.5 0)ME, WikiiEse® T SLA &4, N SAP
BT AIJ7 B R — 5K MaxAttention 45 9 FIk SRR IR 45 KP4 G ¢ “SLC” ), iZ S A S T4 AT 77 MaxAttention 2¢ I E7» 2 F M — 1
(0.25%) CEFXTEHI H Pi 2B Rk el i HAESE ) SLA 20, HRBEHZEEMN SLC R RME, RIvrnl J5EizH 2 N K MaxAttention /il 55
WHIEZ T (5%) AN,  $FATT fSTERE SLA AR A HEESHRE R — (1) ANHRER SAP LT SLC.  BRIE SAP W ZI# ¥rrrJy
HHFES K SLC RIGBHEEM, MASIRMAT AR, AT (58 2559 FHRH SLC =& # VAl J7 SHEAT E R SiSEbrE) SLA 320 Frhe BUE i
M — HAEH I HM2

2.6 SAP Root Cause Analysis for Custom Code.
SAP B & XA A R E S .

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 MaxAttention Services Scope Document to an Order Form that are submitted
by Licensee in accordance with Section 2.5.4(a) above. |n 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.

A% SLA 55 2.5.2 I 2.5.3 %5 Fridid& F T B g v mJ 7 K38 R R 58 2.5.4(a) IR 2Z M. 5T 2 MaxAttention Ik 556 I SR o BT 8 (45 v ) 77 %2
e SID HEH K — M R HLHF:, SAP Ay SAP TR TAE SRR VF A J7 A & SRS HR LGB AE S5 SCRFIR AR IR R 23 My, o] RIS HEAH
RAR G A BB VF Rl TR A . BRATIRZE 2.5.4(a) T E MG SLA [HTHR 4141, E 23R SAP B E SURIERAE F Mk 55, B ml 75
H & AR 0 BUFE % VR AT J7 [ SAP Solution Manager (ML) [k 7 ZEH B AWM KRG P IRE SAP Jm i ffrit (FE 2 0
http://support.sap.com/supportstandards) FLAicd#. BUEASCAE G EM A RIE, HUE SAP e T v B SEAEE V] 77 B € SCRCRS HS 35 HoR/
BUER RAR A B, WIS SAP TEARIRE VI U7 H g SURAR RIS — R R F A R BAT T Bk “AlIERHER SLA” SRUERI XS5.  SAP
H € SCAHRS AR A J5E R 23 b AN BL R SR A Y T4 v wI 07 B € SRS IO IS I . N SRS IE B ARt T7 58, TSR VR Al 75 1K 1 e SCARA e 1 B
SAP Innovative Business Solutions[6!37 Mk 55 fif ik 77 G215 11 AT 4 B bR AL B T T g ¥ 2 LE 45 i R AR o 7 52

2.7 SAP Product Engineer on Demand Services.
SAP 7= i TR T RS-

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

SAP 77 TARIZ RS (LLUNE#R “PED MRkE” ) £ BUZfEMSS, BERME SAP SCRFLFN (BURREFR 7 & TR O KAEFHEAR
FRT DA 5 TSR @ A A2 IBRAL) « () FHRER M (i) MBS RN ST 5 (i) Sk sk (v) #Bfrith. PED RS ILER XTI
2 MaxAttention [k 453t B SCRY A48 58 BUAE 7™ 22 G5 R RE P 20 4t JAH AP ] 7 22 R Al

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 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 (ii) incidents related to Production System application component releases which fall into Mainstream
Maintenance and/or Extended Maintenance.

W VPR 7 NAR Y SAP Jmt (R FE LA FEFE, 3 SAP Solution Manager (VAR [ff bk 5 SR FE 2% Al i) ATE SR 303 20 B & AR 9 AT
WA, AR5 57 5 TR R IR AL & AR RCR AT B AR SR 4 5, DUREE PED R%. PED JREGFAUEHA T () S5iTHHR 2
MaxAttention 55 ¥ FEl SCRY b i RE BOZE P REGEMHIAR P ALAFAR RIS, AR B SAP FEh “ BRHIAE” « LA (i) Hib T 1imge /e
I R Y B B AP R G R R AR AR SR I A

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.
PED I 85 A0 35 8 SCRFUMCIR L 1SS IR 95 BUZ AR S5 28 BEAh, PED IRSAEM T2 () 5L 1TTABYFT 5T RINA RGN AR P4
fF (BFFEAT SAP Innovative Business Solutions[ 8137k 55 ## th 77 S 1EE T 1 A1/EL SAP A RIIF R BZEM) RIRCA RS I REA KA H1F: (i) 54
(7= G R R RR AL (R AL Ay TE Do e (K R R ALPE | 130 RS S50l A S B B 50/ X A 6 1 S0 W B B 4, B ke
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KM X R A2 SAP 2k SAP BRIV B (i) SHF BOARA SR PR AN R kb i, T2 DhReshaR C “TFAR” ) B AN & W

2.7.4 SAP will assign one (1) Product Engineer for each Production System application component and installation combination specified in a
MaxAttention 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”).

SAP JGFEM PED %5 4s H ARSI (4) J& AT 5 2 MaxAttention Ji 55 36 Bl SCRS s 48 T8 18N 4277 R 500 F A8 P LR 2235 40 6 FR R
— (D &I, RS PED RS VE N 223G KK SAP VN5 A S Hrs sy (AR S A JHR H fE, 781%™ AR IE R T/E DM B7F 8
HBRF 6 519\ (8) NI NI 52 MR (BUR PR “PED pARTH” ) o

2.7.5 Licensee 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 (“License 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 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).

BRI J7 W AZ AT I B 2 MaxAttention ik 5% Vi B SRS Hh 4R 8 AR AN AR R R G AR P AR 2 g S 44, A Customer Center of
Expertise[ % " & F FLO R RIR G B ISE &R (BZ NITIHHR 2 MaxAttention fil 2578 BB SCR H e I R A AZD  (BURFIRR “Hvrml 7
PED BKRN” ), FFRMEHIKARFE OLH AR TR G 5E) , HOREEN ZRREECR BRI 77 PED BRRAN (EHEART) . Hr
AJJ7 PED BRARNRABE 5 AT, A RURRBE I 5 i 52 i S SR sl S MRV 2 BIA 2 5E 1R, PED JIRS5 R A FiIRIK # VP 7] J7 PED
RS

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.

YERACAT PED MRSk TAE, #FnlJ7 PED BER AARIR 7= & AR R [F] 0 25 (0 25 7= R G0 S AR i AR AN 2 3 20 G P AT b B 1R
MR55.  BLI BRI T SAP FRAERI SR

2.8 SAP Accelerated Incident Management - Basic (“AlIM — Basic”) Services.
SAP INEFEEHE — Hal (BUFEHR “AIMERE” ) R

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

SAP fE SAP SCRFHIITATRE — B RIENEER N (LUTFHR “SAP HAZM” ), X4 — 21 L4 8 sk TR 5 f i (BRIEXUS
HABELIE) , AWV AT ROESRFIRS, RASER K SAP SCRFIMUCHIIHUE, AR S — R RPN MR R IR T, SAP FfF2
MRS E RN (6) ANMEATHRIR.

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.

SAP HAFEIR ML () FFXE RS RANE R R F A SRS AR W (i) $HXE TR R G AT A R A, SR VAT O SRR
BhBBsmRs: (i) FEERERNEUG R (v) S e AT R, UEER a7 S 400RE.

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.

SEAh, SAPILLTE SAP XFHRITN ZHE— B 2, AR/ VR Al R E A RN (BURERR “BFrI 7R N D A3
—MRAEZFM.  NSEIP IR S — R T PR W RE R — (1) AP HT . FRUR KR S22 B S5 45V mT 5 BB 3R Ik
#, HEIRAEUNERZ — (DS REZRRME « () kT 58— RARBEABSLER 7% (i) BHR IR E—RERUSNIG: B (i)
BUT7 458 fRBR AR IR SAP A 5.

2.8.4 AIM — Basic Services will be provided solely for the select Licensee installation and system id (SID) combinations and/or SAP Cloud Service
and installation combinations specified in the SAP MaxAttention Services Scope Document to an Order Form. Licensee may select AIM — Basic
Services for those SAP Cloud Services identified in SAP Note 2649568.

AIM SRR 95 005X 7T W S E I 9 SAP MaxAttention fik 95 i FEl SCRS iR B9 VPRI 7 2 AR 48 ID ( “SID” ) HAH/E SAP & iRss 4
Y. BVFAT AT AT SAP iR 2649568 HIFTIA [ SAP = /R4 &8 AIM JEREIR 4

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).

BAFR A MR ERZ = (3) ZARBIEREHRIEAN (LURFHR “BFar AMBRRN” O, FFHREFMPERRE S CRRRlE Ry ik ik
MHIESES) , DMRIERER #RER R BRI 7 AIMBECR A . AIM BETl IR 58 R I F IR I B VR AT 75 AIM G R AR At
2.8.6 As preparation for delivery of AIM — Basic Services, Licensee’s AIM Contacts and the assigned SAP Incident Manager will jointly perform one

(2) initial remote set-up meeting.

YEAZEAT AIM JERIIR 55 e AR, BVF T J7 I AIM BE R ARIFRIRED SAP A2 B R FL R HHF — (1) JHIRIERE &2 il
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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 a MaxAttention 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).

SAP SIS BIRFTREL TR (LLTHHKR “IDPXR” ) . IDP XLREEMKIEITINH 2 SAP Innovative Business Solutions[ il il 45 fig vk 5
RPTAEE SR EIT I $ 2. MaxAttention k5530 F SCRS 48 52 IO TAE SEIAS (LLURRIFR “IDP SCRFG M Ju BSOS B SOW” ), g vr m 75 5245 H.
LI BT A T RESE BLA ST M A 1 b BTk SR AR B SRR GG, & AR BRSO CEAR(EA IR T SAP Enterprise Support[ ik 2 3CHF ]k
SAP Product Support for Large Enterprises[ KB A= 5 5245 ) KB AERRAb

3.  Engagement Management.

WEEH.
3.1 Each party shall designate an Engagement Manager. SAP’s Engagement Manager will be the assigned LTQM. 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. MaxAttention Services performed
by the assigned SAP resources will be coordinated with Licensee’s Engagement Manager.

BIYIRFRIR— AW HZ . SAP I H S BN ATRIRAT LTQM.  BEVF A5 B0 H S B RRE SR, A BURR BV J7 i 5 02 1R 5% ik
IR RERZBNIANIE R,  WRBEEMEZ MNEEGE, LREEMUGR.  BIEIRE SAP BHEHIT ¥ MaxAttention R 25358 5 # Vi H] 77 1)1 H
LTI .

3.2 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, X7 RIAE MaxAttention g5 A RUH A EIH T ER EE < (URFER “SREESW” )« BESEAEEIWENFEEDSN I —
W, B S HH BT 3R 25E . I mg 38 2 UUR TERYE 4 B 1) MaxAttention iRZSIRES, #A%. W IFIL 2 5E il MaxAttention iz
% HIMPTFR R — P BRSO T W EEDIRS e, AR AR T

e 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
PHTE MaxAttention 25 THXI T 258 B FE A O3 J7 T A2 R 1 L KP1FT MaxAttention i 55351 H 1 Xl
. Identification of risks and/or delays that may jeopardize the performance of Licensee’s SAP Software solution including risk
mitigation recommendations
WA TT BE 2 8 S AEVF AT J7 1K) SAP B ik 7 221 BE X XU AN/ BIGEIR R LSS L8 i 13O
. Implementation of recommendations
LA ST
. Discussion of open issues and any change requests from either party
A7 R 7 M A 1) 8 DA FAE AR — 7 AR 54 SR i) 1 i
e Relevant details regarding project organization and planning
KT I3 H A ZURERI B AH S48 755

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.

SR RLEH SAP T H £ BIHE %, HFE R GV 70 H A B FATIIE. WAV n] U7 iITH B AR EER S F =1 (300 AN LIEH AR HE
HAHZIR G 7, BRI EARRIR SRR, WA 77 Oz S . ST MBS 1, JLIR] A e B G 4115 28 B 13 SRR R A e 24 PR
AR CAREAT 7 A% NS

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

SAP ZIRHEE. WP AL T SAP Preferred Care (ZARA) [ 3 5 2 A MI/BL SAP Preferred Success (ZMRA) [HiEMINZIRA]
NI#E MaxAttention AR S5 HABR 1, R IR VER] 4k 4240 SAP Preferred Care (=JRAS) [k S0 H: A/ SAP Preferred Success (= AD) [
HRRIZIRA], SCRFLHR (W SAP ZRSSCFFBEH T HIE O BAMASE 3 Tk R MaxAttention IkZ5WTH & HIG Y, S8 2L,
S 5 ¥ 5E I H 2 B S RE B .

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 MaxAttention Service engagements. Licensee shall ensure that such Licensee Partner will comply with Licensee’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.

XOTIREE, BVFal 7 (58 =05 Gl e B PE CLURTIRR “#vFml 75 &EKFE” ) IIBMER MaxAttention RZ5TH BGIN I oCHE.  #VFnl J7 Rwifr
WA T T G AR SE VT AT T ST ZE SR . A MSD 3T T 5 2 AT ] MaxAttention IR 55 6 B SCRS 0RE,  H R ARYE SAP MG #E kK5 SAP &
&, LMt SAP JEAT AL MSD KTl 5 2 AT MaxAttention I 5% ¥t SCRS ¥ 355

4. Licensee Requirements.
WA TER.
4.1 To receive MaxAttention 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 MaxAttention 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
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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.

ERAFITIE H B MaxAttention JIRSS, BEVFRATT5 20 (i) GRSESCAT VERTUMSCR BOFTE SCHRF S AT (B0 e Aiolb SORR s FHBOR T b 7 S SRR D
(i) BATIALVFAI B, GTC. WA LL K MaxAttention JR5s i [ SCRSH BOFEAD LS5, REESCRF IR, BEVF s e 22, BB KX IETEfI A SAP
Solution Manager (fMVAR) [fiftuk 7 e HasM AR £ 46, KA SAP Solution Manager (fMVARD [fift k)7 R B M AR] R RSS2 A G, BT
WFEEME . ZOWSS R R RS EE . RIS, Br Iy B3R A f i A0 B U5 17

5. General Provisions.
— kK.
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.
FRIRAIHR N R VRN ARYE F 5 SAP Bl SAP Sel il AT 1 e Fl & R 28 158 IR

5.2 To ensure efficient communication, both parties agree that 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.

NERAE R, X7 R SR MaxAttention RS JEESSH. 5% MaxAttention iR45 KRIK 15 BB SE 54 ft48 SAP BH.

5.3 Licensee agrees and understands that the assigned SAP resources (including the assigned Embedded Resources) may occasionally perform
MaxAttention Services activities hereunder from an SAP office.
BEVFAr 5 R IR, FRIRM SAP B CELFRFRIR IR BE I AT AEMH /R 7E SAP 70 A FEHUT AT R (¥ MaxAttention Ik 5573 .

5.4 The scope of MaxAttention 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 MaxAttention Services are
applied to similarly situated SAP licensees subscribing to MaxAttention 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 MaxAttention 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.

SAP f2fi[¥) MaxAttention fli55 BT FE ATt SAP fERRFE RN, EFRLFT/LT (90) RFMIMBENS T UAALHE, LU SAP BRI HIFFSEIT A
HORBEL, B MaxAttention JIR 5536 1SR SIEH TAHOC SAP VR AT HMIITR MBI N 1K) SAP #1F RIJ7 % MaxAttention k%5 MRBIFLA . o
SAP AT HEMRBE AT (5 5.4 77D KIMERTEIEE, EBE VA 7 AR BEAR T, 4% VR A 75 7 AL ZE 1k 32 0 23 [ AR S0 S e AR AT 1T D R 2
MaxAttention iR 55 [l SCAY, HA&RFERA LT (90) RIIBR w5 AE R0 BVl 7 RAEFDR IR 22 1k, WO VR Al T e AR T .

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
MaxAttention 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.

R4 S AR H IAEAE T — Ik, ABAURAT/LT (90) RIAEVF R KX BEEA. W SAP BATRGEREE T — A NEL IR, (AgVFn] 5 A EZ
SEAR T, NREVE R A AR SAP R H LS S AR Bl A 2 HE I =1 (300 RN, LA THE S 14 )8 202 1k 52 288 3l A AR B 5 10 17 I o2
MaxAttention k45 FE SRS,  HLA& 7R R H 68 2 FHAR AR — RS oI AR 280 BVl O RAERTIR IR N &0k iy, ARVl 7 2 S AR

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

MaxAttention R4 NAE (1) ¥ A Wi 2 2 RN MR A &AL 88 (i) #3470 7 DB R 20K ML A9 SAP 2R (lln, SAP Enterprise
Support[flk 32 #5]5k SAP Product Support for Large Enterprises[ K% k™= i 32 #7]) AF 24 SAP Standard Support[#7iE S #7143tz H 40k,
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Exhibit 1
M 1

SAP Baseline Support for Innovative Business Solutions

SAP BIFnl % R HRTT RELI R

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.

NFTADIRE (IR ICE 1.3 e 30O ALK SAP GUBNL S5 T RELL SR (LU TIFR “IDP SRR ) SEAMMER LR, EHIFRIRSCRX (BIEEA
T SAP Enterprise Support[4\V 3 ##]8% SAP Product Support for Large Enterprises[ K AV 5 S 5D HI%H:4 Ak o

1.

Definitions:

& X:

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.

CHERRAET o FEASKIE,  “IERRERME T JZ TR AR LR AN ] BT RIS AT ) SAP Biff . FERNPCIE ANEA IRV RIS, 54T VT .

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.

CRPBRYE T TEARMMET, P 7 RIBZVERE ST AIR S (K COE” ) BUABGE R IDP IR IRV U7 57 L
X T2 COE, Wl F ST A SRSk Rk fF . WRIRBHEMTZ " COE, IR W] J7 A A TH TE 2N SAP 1858 H B K IDP SRS 7
T

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 a MaxAttention Services Scope
Document to an Order Form.

“HIfE” . TEARMHMET,  “IhRE” RARVERT 5 RHETTIE B Y. MaxAttention AR SSTEESCRYES 1 ATSI ) IDP SCREA ARG SCRYEL SOW M SAP
SRV SER A BRI e, B A RS .

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.

CEPRRG - AEARMET, ARG RIGUIRE R ITER LR RS, HT IR B 558 E I AR S SRl T 5 Bl

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.

“SAP AR - FEARMMES,  “SAP B SRIRBE T RYE VAT HR N SAP ARFRASVERT I BT A B A

SAP Baseline Support for Innovative Business Solutions.

SAP BV % fERTT RIS 1.

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 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) 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 MaxAttention Services Term of a MaxAttention 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 a MaxAttention 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.

A M HLE 1) IDP SCHRANER TR 1T B2 MaxAttention k55 Y SO s BT 81 ¥ IDP SCHE & 4% Y0 F R SOW [l 4 V) 5 A2 A5 FF e il e v vl
T EIThRE . IDP SCHFRIRSS ARG BRI (BURRIFR “IT” O 358 (WAHRIE IDP SCRFEA% VS ORI B SOW R HAH RS BTsE SO H BLEE Rl AR
PFRRASCHFD B X THKHE IDP SCIFG RS Y FE SOR B SOW VR I 7 7E 1T I B2 2. MaxAttention 5% 36 H SCR4 ) MaxAttention i 5% 19 B P 3606 ) T e
) IDP SRR E, IDP STRERLMBE VF A] 5 2858 AAT M B 2 ABTT 1 R IT I 2. MaxAttention fIRSSEHI SCRS 28 3 53 IDP SCHF 2 G IR 88— RIT IR
SAP MR A TSR AR IDP SCHFARSS WA G & 45 VF ) 77 LA VP m] B SOGRAS VR AT I BT oAt SAP B

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

IDP SCHFTE IDP SCRFAMAIS ] A 3R AL, JRE4E LT A

¢ Incident handling by SAP for problems related to the Features
SAP £ T BEAH I 1 1 <A1 b

e Coding corrections or patches (such as altered programs not reproducing the referenced malfunction), or workaround solutions or action
plans
ISEIEBAN T (BN 251K g s 2 By, SRR 7 ZEATEN TR

e 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.
DRESCRFE — A T ib Lt RS IE TAE S A D e B IE R, XAEH TEEF A 7 RE R e LIFRBRCEHR T Ui
oL o

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:

X5 IDP SCRAHDGI H S s EM SR ER X I, SAP FNHEVF AT T 7E SAP RIBNLS ik J7 R TNHEE — LR AN ( “IDP SCRAS
fTAE” ) o IDP XFFEAT A IAT FHIMT %, 435 ThRENY IDP SCHRFASAT AT I 1o L -
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e Setup and management of the Licensee's incident component and associated incident queue(s)
AN A VT 7 B S AR B R SR S A A

o Manage SAP Innovative Business Solutions internal support team assigned to provide IDP Support hereunder
AR IRIE LA ML T IDP 32 HE ¥ SAP Innovative Business Solutions[ 8135V 2% g 75 211 A #552 35 B1BA o

e 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
HE TQM (K1 Pl TAE LA R 5 IDP SR SE KM B MaxAttention ARSS 49\ MaxAttention AR 45 205¢ i %5 5 SRR T4

e 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
FFF TOM B C4 N MaxAttention IR 552478 k%55 SCRFTHRIE) IDP SCHRFAH DG MaxAttention IS5 35 H 25 5l B BRI 25 224 AR

o Participate in the Executive Meetings on topics related to IDP Support (e.g.; report on Licensee's incidents, provide status on deliveries of
MaxAttention Services related to IDP Support).
ZMEERW, WiIRE IDP SCRAHCM 8 (Bln, WEgirnl 7 g, 524t IDP SCRAHSCH) MaxAttention [k 5% 28 AR

3. Licensee Prerequisites. In order to receive IDP Support services as described in this Exhibit, Licensee shall fulfill the following requirements:
BT BRSNS AMIME TR IDP SCREMRSS , WvF AT 77 Rij 2 LR 225K
3.1 Fulfill its obligations under this Exhibit, the Order Form and the Agreement.
FEAT HAEABI A 1T BRI BT /Y 55 .

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.

TESRAI I D RE S5, EId SAP JmiN A R SCRP AN (IR SC R MRS B VPRl D7 (AT » fEH] SAP REEHIFAFAN:, LR SCAASiH
TE a0l Fr B S SAP.  WRVR AT 7 R REREVE R D Re ) S04 o gh IEWR I AR, WInTRE St T SAP B2 58 HHEATIE 24 10 43 O i 3: 50 SAP
XS R A SRR o VR 7RI N, SAP M H T BRI AR SRR, SRS A RENS AT AR T, IXAE A T Uk S AR BRI AR BN 1]

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.

WeVr Al gy LR R AR IR BURHE s fEFELEIL N, B R S AUE bR . BT R AR SAP ) Hr (R ISR SAP (¥ IDP SRS, b
BN I SR e R e R VT O — T R L

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

MR SAP 1R 67739, BlVF AT RLX T BEBUAH OGS b AR AR REAT 2

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.

WVFRIIT A0 SAP SR 3 40 43 A6 1 B Bl SO, b R el B vl O B S v T O AT BAE T AR SE RN R 5 CUnfE e AL .
BV R 5 30 0 20 PR B X G0 BRI SRR A S B T ic e, FF AL 20T SO VR SAP 1 Rl b 2Kt % .

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

WA T 250K SAP MR A AR BRI BT A RSB IE . #hT . RIS TT 2. ORISR T DAt

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

REVF AT 5 P RE A5 B R AT R GO BT B SR ARAS ,  LAEBRUL IDP SEHF 5

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.

WHWHEERE: B,  Wrn & LB SAP F S vr a7 TRk e i AT AR 58 LA K 5 The (i A R BTE (S 8. v aglvrny
TR AL S B BT & AR 263K, SAP A BCE i M 215 B B IR 1 .

5. Additional Terms and Conditions.

B I ek R A4
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.

S AEAKIAH R IDP SZHRF A% T FE SRS B SOW [Vl 7 fR (L Th e iR v o) 7 R 287 R GE L RRALARIH AR IDP 328, i TA B h HAE
LS M FT A FAC AT S5 RIS AU N, BVF AT JT TR B SAP W RE R R AER VR R OT AR AR AR P R G L IR IDP SCHE, BAUHRARALE IDP SCRE.
RER LRRE, ¥ et IDP SRR T4 7= RS IR 4 i vF vl 5 U4 53 .

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.

1 SAP fKHEAHRLI IDP SCFF & TG SCR B SOW i vF al 7 e 58 =5 ik (IF SAP #fh) , RIS A BiLE, S SAP AxfitbIess =
Ji A4 IDP 3R,

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

SAP Service Description for SAP MaxAttention Services CHINESE (SIMPLIFIED) v.6-2020 11



IDP S5 A T 1 57 k2t s B A3, 5 8 e UM A B PR i ) DI RE R IT A 22 AR A S8

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.

IDP SZRRR. TRl B0 i) LR 4k 4r sk y R 4k 4 (TR B WAl 7 A I R 447D (BL3EKRAE SAP [ RA SIS ST hsg 3L, v L
www.support.sap.com/releasestrategy) 1tz HE#%4 1k,

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).

WHWHERAL . a) 16 IDP SCRFGHE I SCR R SOW SR H Ifl e 3 FH I 07 T R 232 1DP SCRFITIRE UG O T, RS 90 SR HE 1IDP S8 G %t
FE RSB SOW TR 4552 IDP SCRERIDIREMI 2% AR S 50 b) 7£ IDP SCRFE 4% 5 SO B SOW SR AT & i (e Rkt 9 1K) 05 2O A %52 IDP SCRE)
TNBERIIBLL T, IRSS 0 I BAE RV T 7 (4B AR B2 IDP SCHRFG A% Y8 SCRY B SOW FEARBLI IDP S RF-& M Vi SCRY . SOW HIFR 1 93552 IDP SCRFIY
THBEII AT 4 SAP LB R B (BLFEZEMR 2%) IIFEA L, BRI
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