SAP

SAP MAXATTENTION SERVICES DESCRIPTION (“MSD”)
SAP MaxAttention P—VE RDONAEHE ( TMSD] )

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

L. E

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.
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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.
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1.4. “Production System” means a live SAP system used for running Customer’s internal business operations
and where Customer’s data is recorded.
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15. “Support Schedule” means the schedule to the License Agreement for SAP support (i.e., SAP Standard

Support, SAP Enterprise Support or SAP Product Support for Large Enterprises) that is in force for the
Software licensed under the License Agreement.
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“Top-Issue” means issues and/or failures identified and prioritized jointly by SAP and Customer in
accordance with SAP standards which:
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a) endanger Go-Live of a pre-production system; or

a) ABEEICAT LD (KBS ([CXEE2E72TH0,

b) have a significant business impact on a Production System.
b)  ARBEN AT A ICEKBREVEA EOFEEKITTH O,
SAP MAXATTENTION SERVICES

SAP MAXATTENTION #—¥EX

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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SAP Embedded Services
SAP Embedded #—E X

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.
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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:
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SAP Lead Technical Quality Manager (“LTQM?”) activities:
SAP V—=RT 27 =INIF VT 4~F—v— ( [LTQM] ) DIEH) :
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a)
b)
b)

c)
c)
d)
d)
e)
e)
f)
f)
9)

g)

Understand Customer’s SAP Software solution, business processes, and strategic direction
KD SAP TV 7 hy=7 | YUa—tay, EVRAT R KOS T e L BET 2,
Provide strategic advice, guidance, and assistance in the following areas:
WOFEITONT, B2 BIE, 8, ROZELRET S,
Technical risk management/program management of complex Customer Software implementation,
upgrade, and transformation projects
BED [V 7 v xT | OFMREE, 7Ty77L—F, ROEBT e =7 MIET 5, HilFE
DY RIER/ T ST h~vF—V Ak
SAP release & upgrade strategy that is aligned with Customer’s information technology (IT) strategy
BR OEHREAN (IT) BKEICI 572, SAP DU V—AROT v 77 L — R
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
B DFRIEF =2 A N OWLERIHINGER, KL OWED SAP [V 7 bu =7 ) Ol (T30 bk
M) DATREME DR E
Provide transparency for focus area progress including status reporting of jointly agreed key performance
indicators (“KPIs”)
FEICAE SN REFHEHEZE ( TKPI] ) oA T —X AMEEETe, EA0BHOEBIRIICET 2%
BPEDSEHL
Develop and maintain mutually agreed Customer-specific MaxAttention Services engagement plans
MAIZFEEBE SN, BEEAD MaxAttention h—E R | =27 =T A MHEOKRE & HERE
Facilitate the performance of the MaxAttention Services engagement plan including the coordination of
individual service deliveries and SAP resource staffing
MaxAttention H—ER] =7 =X htEOEROHEME (e O —CZAEfEL R SAP DV
Y — AFLE DI A G i)
Assist Customer in defining monitoring requirements and strategy for key operations processes running
on SAP Software
SAP [V 7 b o =7 ) ECTHEITTHEEREMN T 0¥ 2B 5 B SR OGO ERICB W THEE
R
Assist Customer in coordinating, tracking, and reporting SAP technical risk mitigation and Top-Issues at
Customer’s executive level
BEDHKE L~V TO, SAP OEAHYY A 7 @& O TR EEME] (2B 2708, BHL OHEICE
WO 2 SR

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

2.1.2.2.
a)

a)

SAP T = ANIF VT 4w —T ¥ — ([T ) OIEHE) :
Provide advice, guidance, and assistance with agreed to focus areas:
HEINTEASBICES, BERUSHRE T 5,

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 R — FOT:, BEDOYR— T A KN SAP R — Y —nAOfFER (ISAP /) — 7
A& ), [SAP Notes #%%) . ] TN SAP Solution Manager Enterprise Edition)

Integrated end-to-end application lifecycle management
ANy RY =2 RT TV = a DT 4 794 7 VER

Integration validation of complex Customer solutions
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b)

b)

c)
c)
d)
d)

BEE DM Y Y 22— a v OFAKEE

Operate the SAP solution more efficiently

SAP DY Y a— 3 Ok VRN FE

Accelerated innovation for custom built solutions and rapid prototyping

HALTARINTZY Va—varDf ) X—varvaEds2e, KOOIy R7a h& A

=

Solution availability management, monitoring, and performance

VU a—va O AEER, BEREOT F—< R

Risk mitigation plan(s) for critical maintenance issues

BERZRRFEICET 2 ) A 78877

Incident reduction and/or avoidance

A T S OB OY S Ak
Track Customer’s implementation of SAP’s recommendations and action plans resulting from the delivery
of SAP Expert Services hereunder

Z D MSD 1Z£5< TSAP Expert h—ER] OFEIEORHRIZE D SAP OHERFER N7 7/ var 7T
D, FEZ L D ERARDLO BB

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

BEDOT Y 2/ hv =V AL M LYLIEIT D, BRI E KOV R 7 5O FEi
Manage quality gates for selected focus area projects

BRINT-EAGHE a7 MZOWTOI AV T 47— FOEH

2.1.2.3. SAP Enterprise Architect (“EA”) activities:

2.1.2.3.

a)

a)

b)
b)

c)

c)

d)

SAP = H—TF 54 X7 —%5 7 (TEA] ) OIEHE)

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

NIV I/ TIFTAR—b DI T REFTVIADTV T Y A EMAEDLETCHEN T —%7 7
F¥—%MRETDH ECHEEZETAD, BED SAP V7 v =T | Ya—vary, EVRRAS
2 A R OIS 5 n M4 RS 5
Align the Customer’s architectural strategy and roadmaps with the SAP solutions and platforms strategy
BEDOT —x%7 7 Fx¥—ICHTHRRKENrn— R~y e SAP DYV a—arRO7Ty h 74—
LERIRZ T B D
Provides advice, guidance, and assistance in the following areas
DB HONWTIE, 58, ROSHRELIRIT 2,
Architecture for key programs
FET T NKHT LT —FT I F v —
Documentation of system landscape including solution, application, data, and integration architecture
IVa—vay, TV r—vary, 7—4, KORET —FT7 7 FXx— 52 FDBVAT LTV RA
=T DRFa2 AT =g
Customer’s establishment of an architecture governance board
EIZLD, 7—XT 7 F X — I NF U AFBESORT
Support LTQM to facilitate, where appropriate, the performance of SAP Expert Services including the
coordination of individual service deliveries and SAP resource staffing
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2.1.3.

2.1.3.

2.2.
2.2.

2.2.1.

2.2. 1.

2.2.2.

2.2.2.

2.2.3.

d) MBS U T, [SAP Expert H—bE 2] DBEITERSICTTEN LIWM 2HR—F45 (FEROH—
EAENER SAP OV Y — AR EETe)

e) Assist Customer in coordinating, tracking, and reporting SAP architecture roadblocks, pain points and
mitigation

e) SAP 7T—FXT 7 F v —DEE, XA URA L N ROBBOFRE, BIEROWE B THE L BT S

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.

4 _TCTP [SAP Embedded ¥ —tE 2| (X, BED [mo A=Ay h~wF—Tvy— ] 2L 0TI THN
%, [SAP Embedded ¥ —ER] ORa—7OETIL, FANIH L FENEFBICLIVHEIZEE TSI LIC
LEoTITH 2 &M TXx%, [SAP Embedded H—E R IZxtT AN BEEE T, Wik b84% . [SAP
Embedded H—E 2] ITBT 5 b DITRE S, OFEFHD SAP H— b A ITRH L 720,

SAP Expert Services
SAP Expert $—E A

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 X, A/ _R—=vgrh—vx) | TEFERE . [7—F77F v —ft@m) . BEAYFR—K) |
[P A NR—x a2 VT A KRR TTAT A | PaaS & DevOps, [v—7H—F 47, TR
V—x o ROWEM] KkO/XiE lThnovative Business Solutions ¥ AR— k| ¥—1t % ( [SAP Expert ¥ —
ER] LR A, AESh7 MaxAttention ¥ —E R | DT A=A FEET SAP LEFICL Yk
EEND TREEERH] b (FRCHYEEIC L2 FHCOMNBEDOEENR D L2564 L) 1T, THEX
] IZRT S MaxAttention r—EADA =BT 5 F) ICHESINTZ MaxAttention ¥—E AH]
) W, THIE) Z& @ TSAP Expert —t 2] HEOFY T (LAF [Expert —EREILT] ) o0
T, BT HERH 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 .

[Expert $—E REYT) OFHEHNT, BEIL., SAP OFDRFLTHEIN: [SAP Expert h—EAX] DFR—
N7 A UG, HERED TSAP Expert Y—bER] ZRINTDHZLNTEXS, SAP OBIATO [SAP Expert
P—E A ] O—EIL, http://www.sap.com/maxattention-service-list |2 ¥g# STV 5,

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.
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2.2.4.
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2.3.
2.3.

2.3.1.

[SAP Expert #—VERA] ODAF Y a—/LZRETH-OIC, BEIL, BESNEZ LT I EShnz
[Embedded U Y —RA | 1T D H DL T2, SAP 1%, [SAP Expert H—b 2| OBHLEFHICR LT, &
T a—)VERET DO, i 5 HEOY —RZ A LE5FEST D, SAP ITE& > THHER/RHBHT
FREZRHR A L. [SAP Expert Y —E R | OAF Y 2— BT, GHO=—XIcHESX KELTWES
0yl NEHIZHESTITH)> ZEHTE D, SAP 1T, BEOHEREOBEMHICESE, BEiFS /e ISAP
Expert H—vE A ICETAHEAKEZEHTHLOLT 5D, ZORETITIE, HEfF & OULERE DIEE % &9
2095, [SAP Bxpert $—bE R IZHEHINZBEIL., 4T 58541, [Expert H—E AE]Y
T MHELDND, HIEHRICOWTIE, [Expert Y —EREET] HlEE LGRSO LT
b, BRNT TICEFEFAD [SAP Expert —tE 2] ZIEMIFMELK L. D [SAP Expert H—E 2| @
BAtE A £ TOHEN 3 EEARMTH DA, SAP 1L, BED [Expert —EREY T »nH, T TICEE
BFHOHEEZELFIK ZENRTE S,

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:

BEIE, Yz s NF—LEED, IO [SAP Expert H—E 2] OREEAITHONDHE, B OME#EH
BEPHEREIEBEIND LT DI2b0ET D, 2hbBEOT vy =7 bF—A1%, BEO [IT 7'n
VUl bR —TUx—]  HETIECCRATOBEAOELEE. VAT LAERE, T/ T4 T a—Y— &
OB E TR AT BB ADORELAY T IME CTHRT 2 LERN D D, 75 ZiTiE, BEDOT 1
V=V FF—LO—EHXITTXTHRBZMT DMERH D, [SAP Expert H—vE ] OEJEIZHKILE,
(2 =P A bR =Ty —] FUTOTRTEATI,

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

a)  [SAP Expert #—E A OLVERRT V= XICHTHHE

b) the required involvement of Customer’s project team members; and

b) BEDT OVl NF—LRA L N—ONEREE

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

¢)  [SAP Expert H—E X | OBITOT-HDHERGMEL 725 SAP [V 7 N7 =7 | OFFE

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.

[Tnnovative Business Solutions ¥rik— k| BT Y —D [SAP Expert —E & X, TIDP iR — k]
(FREH 2.10 RICFEH) OB TH L MHERe)  ( [HRR 1) IZER) [T LToH, NEXE) IZx15
MaxAttention Y —EADRAa—TFIZHFHLE] BT D MaxAttention y—ER] Oz F—T A
M OMEREF L LTRSS,

SAP Expertise on Demand
SAP Expertise on Demand

SAP Expertise on Demand (“EoD” or “EoD Services”) is a remote service which provides SAP resources to
fill Customer’s need for short to medium-term duration (up to a maximum of ten EoD days in duration) tasks.
These tasks target technically complex or unusual issues that are typically beyond the experience of
Customer’s staff such as: minor Modifications of SAP Software as defined in the applicable SAP License
Agreement; minor configuration changes of Customer's SAP Software system; knowledge transfer on SAP
Software and similar tasks. EoD Services do not include:
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2.3.1. SAP Expertise on Demand ( EoD] XiZ TEoD ¥—ER] ) 1. BAEOHEMAE, O T kK 10 HD
EoD #if) OIEED=—X &M/ 72DI2, SAP VY —R&MFT LV E— M —ERXTHD, ZHHOEET
ANCEBE DAL v 7 ORBRE B 2 1=, BTN EME TR R M Z R E LTERY . IS, %495 SAP
[ERMERT K TEHRSIND SAP V7 hoxT | OB MEIE] | ED SAP [V 7 v T | VAT AT
KT DR LT, SAP [V 7 v =27 ICHT AT Ly P I A7 7 —REBEOEERENH S, [EoD
P—E R TIFUTIEE £,

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

a) BEDOA Ty MTHT oG (Zabid, MEREFFERG) © WR— 27T a—1] Of%
ThoHlew)

b) Features developed by SAP Innovative Business Solutions.
b) SAP Innovative Business Solutions {2 & ¥ BRJ& & u7-HERE

2.3.2.  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”).

2.3.2. [EoD H—v 2] 1. [ECE] &4 5 MaxAttention Yy —EZAD A a—FIZT50E:| IZHEET S
MaxAttention H—tE 2R . (THIR] T L EoD M CTHEICOX, TEFEERR] NIcERitx
5 (LT TEoD &Yy ) .

2.3.3. Toengage 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.

2.3.3. [EoD ¥—VE R | ZAKIEHT HITI%, BKIL. SAP OHRAHFHET 5 [EoD # X7 | OIEERUDBENRE
AL, SAP DY K=" AT TARNT I FXx—% LT, FFETHR— Nr—2A %48 HT25 (BLF TEoD #
A7) o FOHE SAP 1%, FARD [EoD Z A7 | EiEEZSTHHDLET 5, E DA 2.3 RITHE-
TEBRD [EoD X A7 | ZRER L CTWARWIEE, UTEMT EFF U< I3EEEORBEICE Y [EoD #2277 | 2
FEHLA AT f%éﬁu\wpi@%ﬁ%%ﬁéntfmn&xajéﬁafﬁéoFMD&X7J#SM
WLV EBRARETH LS. SAP 1E, [EoD ¥ A7 | OETIZOWTOT 7 a7 I U EFRICRNT S
bDLT D, BEN, TrarrI okt A, SAP I X A EEOBEEZFET YA 1%. SAP 1, %
3% [EoD # A7 | IZETIHIHMORMEL Y GKRENTZ [EoD ¥ A7) OFETETOMRMZ KK 4 Wi &
L. B THT) 28ET500L 75, BENS, ZORML Y 2% AN E XX, SAP X, 77
a7 TN, [BoD ¥ A7 | BSETTHEEEMBETL2LDOET S, ARIN TEoD ¥ R7 ) %
FATT D72 DICE LI EBE ORI EY \FMD%éfJﬁE%LaﬂnéoFMD#~EXJ1\L£%
2.2 RIZFE#HT 2D [SAP Expert ¥— B R OFEMIZFIHT 5 Z LT TE A0,

2.3.4. 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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2.3.4.

2.4.
2. 4.

2.4.1.

2. 4.

1.

24.2.

2.4.2.

2.4.3.

2.4.3.

2.5.
2.5.

2.5.1.

2.5.

1.

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

SAP 1%, BAEMIEH L7z [EoD # A7 | FEZBITTA7-0I12, ME LGN REHERSTHD LT 5,
72720, SAP 1%, RN T D [EoD ¥ A7) BEiEEZTNTEITTELZ L FBIT T2 Z L 2R5ET 5
HOTIFRL, £, 2D [EoD # A7 | BFELZIBITCERVIIBIT Lo T2GEIL, TORMTEA
I HOTIEAR, SAP (X, [EoD # A7 ] BHFHELBITTERWEAIT, BRIZEMTHHDET5H, SAP
%, TEoD # R 7 ) ICBATHIEEEZBIA L, ZD% Y% [EoD ¥ A7) #BATTE WX T LR &4
Wr L7861, YREBoRBbo# A4, HEICLVEEICRET2b0ET 25,

SAP On-Call Duty Services
SAP On—Call Duty #—E X

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 On-Call Duty H—t2x] Tk, EFIIS LT, BEREVRAT 0 AICOWTHE L BT 572
DIZ, SAP DO R— MU OERHEEF TGS 5V T — b7 7 B R EBEIRIET 5, 23925 [SAP On-
Call Duty ¥—VE A] OEEHLFIL, [HCGE] 1IC6FT 5 MaxAttention h—ERD R a—F T 5
SCE IR E N MaxAttention Y—E AW . THIE) Z& @ TSAP On—Call Duty —ERZ] D
FE Ty v a OV THIATES (BT Ton—Call Duty HI¥<TJ ) .
An SAP On-Call-Duty Services session is:
SAP On—Call-Duty H—t A& v a3,
a) either Monday to Sunday starting 08:00 and ending 20:00 the same day in Customer’s local time zone;
or

a) BEOBIME T, AWEND HIEE T, 08:00 IZBAA L. FWH® 20:00 12K TT 5, Xk,

b) Monday to Sunday starting 20:00 and ending 08:00 the following day in Customer’s local time zone.
b) BB OBHKEE T, AWE2S BREE T, 20:00 (2B L, FHD 08:00 IR TT 5,
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.

[SAP On—Call Duty H—ER|] DAF T 2—/AREDZHIT, BEIT. LT XIHEE S 417 Embedded
VY —X] |2, EHEHTEFLITO>HDOETSH, TSAP On-Call Duty H—ER| DR T 2— L EIL, b
HERTO®@ME Rl LT 5,
SAP Service Level Agreement

SAP H— b A L~ULEKY

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 #—E 2 L~ULEK)| 1%, TSAP Product Support for Large Enterprises ( [PSLE] ) #R— kA
TV a—v] \ZIMALTWBEEICR LT, [SAP MaxAttention ¥—ER] O 47— A b O
FL L THEMLIN A, SAP Enterprise Support MZHI% SAP &gk L CWARRIL. FN 5O HE-
T SLA 2N S D,
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2.5.2.

2.5.2.

25.2.1.
2.5.2. 1.

25.2.2.
2.5.2.2.

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.

PITFD =2 L~UL8%]  (LLF TSLAl ) OMEREEN, HEXE] 12672 MaxAttention ¥—t
ADAA—TICETHLE] IHRETIEEDOA A =27 A 1D (I8SID] ) OfMAEDLEIZE
T 5, D MSD (CHHRRT ZETRSEM AN L, 2> SAP 28 THESEME 1) 3% TERE 25 & LTAR
2, BEOTRTOA LTy MR LTHEHASND, MU3% SLA X, EXE] Of#E®%. P07k
DD BN BRLG & 72 D,

SLA for Initial Response Times:
MRS ERER] ) 1ZB39 2% 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.

a) [EBEE 1 o1y Fr b (TR ) SAP X, TEEE 1) o1y F v MIxtLT, 2
o MBS 1) OA 72 e SAP PEFEL#%, 1 BRI 8 7 B 1 B 24 FeEAH) (126
BET2b0LT 2, FENBFOBBBNIID TERREELZRITL, BAMLOEVRRIIR RO
BOFATNATFREL R BGATE. S v T v MOEBEE 1 280 4T3, 2k, —BMICLLT
DRPUC LV FIEEZSND « VAT LOFEREIE, THE SAP BEREDMEE. X3 NRHEZERE] . K&
OVEGBESR A3F C & Za U Vil 2 ORI,

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.

b)  TEEEE 2 oA Frbh) (TEY) ) SAP 1. MERE 2) OA o F v M LT, 2%

MBJCEE 2] OA 7 Mo SAP O TBIMUEERFRH ] PICZIE Lk, 4 RN E T 26D
LT 5, BEDEVRANT YT v a UNERREEEZZT, BWERIAT ZFTTERVEE, £
DA Ty M MBRE 2) REIVATOEND, ZhuE, YD NT7 ¥ 7 v a VRO UIEED
FATITH BB RE ORI EPENME R B NRE & 72 D

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.

BREOE Y TICHT 2FEMERICONVTIZ, SAP @ THRZ~v—H%R—F] Web FA b

(http://support. sap. com/notes) 0 [SAP Notes T —ZX—RZ| TAFTE D SAP Note 67739 Z &

DT &,

SLA for Corrective Action Response Time for Priority 1 Incidents
B 1 OA T v MHT D EERMEINERR O 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 (X, SAP 23D MBERE 1] OA Ty FEZELTHD 4 BN GB 7 H 1 B 24 KR
EIC) | RO BHLE 1) OA4 L T v NOBROTF-DOMIE, Rk x7 s var7r5y (UTF
MEEH#E) ) #2035,
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2.5.2.3.
2.5.2.3.

25.24.

2.6.2.4.

2.5.2.5.

2.5.2.5.

2.5.3.
2.5.3.

2.5.3.1.
2.56.3. 1.

If an action plan is submitted to Customer as a Corrective Action, such action plan will include:
TrvarrIuon MEERE] L LTEEIRHSNDIGE. Y%7 7 v a 770203, TRg

FHAGLHT 20D ET D,

a) status of the resolution process;

a) fERTOEADRAT —H A

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

b) FEINDROME HLTDH SAP OV Y —ADIEBEEET)

c) required Customer actions to support the resolution process;

c) fRRT v REVR— T HDITRD LINLDBEDOHE

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

d) FHETHIUE, SAP OHfEOTESND BAf

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.

e) SAP ICXDKEIDAT—Z AT v 7F—F AREDORDAT—=H AT v 77— ML, ZORHRET
RO NREOER, PESNTVDOIRDAT v FRWRRBIDAT —F 2T v 77— O HRERE E
NHHDET D,

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:

METEHE D SLA) 1X, LR O S 5, SAP IZR VA 3T v MR IN TV DS DOREE
95 (DL TAEFEE] ) o TAHERM] IZE, A VYTV MDAT—F AR [ HAE~—T 7
var) . XiT TSAP BMRIRKEEZIRE] THLOIREITEENRV, TNHEOF/AT —Z AT, T2 E%RT
e
a) the status “Customer Action” means the incident was handed over to Customer; and
a) [ARF=—=TIvar| OAT—ZAL, ATy MPBRICEEIN I L EERT D,
b) the status “SAP Proposed Solution” means SAP has provided a Corrective Action as outlined herein.
b)  [SAP BMEREZRRE] OAT—H AL, SAP 28, 2D MSD THEEZ /Y MEERE) 2IERFEAT

bHZEEEWT D,

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.

MEIEHE O SLAJ 1E, AEFREM O 4 KERILIAIZ, SAP 2MRRERE ([ SAP DMRRIRAEEE] DX
T—HA) | EEFEEXIIT 7 a T T OREE LIRS UTEENA VT v hOBEREEZ TS
CEICRIBELESGEICBITSNZb D LR END,

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

A CSLA (F, FTRTOA T2 MZOWTEL T ORHERIEA - SNHAITRY . EHsh
50
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”;
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a)

b)

b)

c)

c)

TR 2.6, RICEHD WA ba— Rt T 5BEERRGH] Z2RTRTOHET, 1T
K723, SAP MHAF AT — & A% A I LT SAP [V 7 v =7 ] O Y —RZBE#EL TN

LTk

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

ATV R, SAP DZORFETEFOA VT v MU o 74 VRIEICHE, 5 S A vy

T MK LT SAP B A U 5 72 IS B BIHEEM B (SAP Note 16018 S {EZZ D% D ZhiZ

% SAP Note Tt SN TWAB H D) NEFNTEY ., SAP Solution Manager Enterprise Edition

VAT AENLTC, BRICELVIGETCRSh Tk

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

Extended Maintenance.

AT URBR, (AL VAR =L AT TR E HERRSFA VT A 12324325 SAP
(V7 bhy=7) ORGY Y —RCEELTWDZ &

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

2.5.3. 2.
a)
a)
b)

b)

c)

c)

MBS 1) OA T2 MZoWTE, BEIE. BLTOT X CORHREMZ =T LERH D,
the issue and its business impact are described in detail sufficient to allow SAP to assess the issue;
RN OV DR LB DWW T, SAP MREZFHETE 2 & 5 HasfliciilshTns 2 L,
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
D, O MSD (ZHAEE ORI, LKL 1) OA T v FOMRREZ HI R TE
DARAE ST, ik a AT DGR SR Y E 2, 0 7 B 1 A 24 FERMAHITT, SAP L ok
DI-DITEET D Z L,

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

AT LAY E— MEROBBRRONER e F AT —F % SAP ([ZIREET 5 72 ORAK D% Y
FEREALESNTNDZ L,

2.5.4. Exclusions
2.5.4. BRANEHEIE
The following types of Priority 1 incidents are excluded from the SLAs:

DIFTOFEED EHE 1] O T2 M. SLA oA En 5,

a)

a)

b)

b)

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;

SAP DPHFET — 7 R F il L TSRS NTZH A X ba— RaR<, BRIz S Y
Th2T DY U —A, N—= g RN/ XIHEHE ( SAP Tnnovative Business Solutions MOV XL
SAP DFZAEDBRFE L2 b DEEFTN, THHIRES ARV IBET L1 2T 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
NR=h~F =07 RAv | JEE, NHEEE L TRBEESNTENA—=T a VIl T 20T MEL £
DEFIN—= 5 278 SAP X% SAP O TBH#HEA ) 12X > TIER S 172356 Th - THIIRIICESL &
nsd,

SAP Service Description for SAP MaxAttention Services JAPANESE v.1-2022 11



2.5.5.
2.5.5.
2.5.5.1.

2.6.5. 1.

2.55.2.

2.5.5.2.

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.

) ATV NOBERIZHAWARRNRES TERERORMTHL D (LI “BARKE") . X
AT MR T o  TIKIEICERT D B 0,

Service Level Credit
P—ERL LT LTy b

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.

MBI 1Z31TF 29 _XTD SLA 1220V T, FFAINAHIRNIT, BIUEORED 95% I[ZxkHs L
2% A, SAP X, LD SLA Ko HALORBEERZLEbOEAREINDI LD LT S,
MaxAttention H—UERXHIE] FOMLED BINEH ) 2B W T, BRSRH L Efio SLA ITi-72
AT URH 20 RN (TRTO SLA ITHT HET) DA, MUix BN 12880V T, SAP A
HESNT SLA OHIRZEIR LizA o7 v M 1 LR ThiuE, SAP 1F EFE SLA 2~ 7= AC DK
BERIELEbDERREND,

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:

FRLEE 2.5.5.1 &ML LT, SLA IZxHT 2 HIRS - S - oha (BLTFEh24 TSLA
REIT] ) 3. UTOREROFIELZEHT L0 LET 5,

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

a) BFIE, HLILTS [SLA RNIEIT) ZFH T SAP [ZBHT5b0LT 5,

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

b) SAP X, DB LM TZFEL, HEOTROEMI ZRAIIATT2HE %, BRICx L TER
TITHI D ET 5,

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;

c) JEEIL. SAP @ SLA ERKOWREMZ LT ZMBEXITT vt A2 RIET 5720 SAP ORI LT,
BEMREE SAP ITRET 2 b D LT D,

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;

d) AE 2.5.5 FESMLE LT, MEICESE SAP @ [SLA RIEFT) BSLFESHIZBA. SAP (X, BZD
WEID MaxAttention H—ERAEHE] OFREFICHBNT, TRENO [SLA RIETT) P SNGEH
SN 4% BN x5, RO MaxAttention —t 2EHE] @ 0.25% F4EED Y —1 A
LLz LYy b (BAF TSLCL ) #2605, 2720 TEMN¥E Z& o SLC O EFRIE,
W% TEAE) 1S4 2@% D MaxAttention Hr—E 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;
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2.6.
2. 6.

2.6.1.

2.6. 1.

2.6.2.

2.6.2.

2.6.3.

2.6.3.

2.6.4.

2.6.4.

e) JHEIL. TSLA OREIT) BFEAELL TEMHH] ok T4 1 B HALAIZ, SLC 122UV T SAP (28!
T2,

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

£) SAP DEEEMND SLC IZOWTRILO M/ LI COEMEZHE LW RY | SLC IT@EH S,

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.

g) R 2.5.5.2 FKIZFEHT S SLC 23, W LM THLNIXIEERED SLA RET) T 2@FIZE-To
ME— OB 22 B R Th 5.

SAP Root Cause Analysis for Custom Code
H AL Ia— RIZxd % SAP OREE K 541

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.

SAP BRFEU — 7 NUF THERSNEEE DN A X La— FIZOWT, SAP (3, BEN LS 2.5.3 &I
o THEH L7z, THECE) 12X 5 MaxAttention H—EAD A a—FIZHT 5 LE] ICRMOBE D
A A R—vE SID OMBEDOEICEET S MERE 1) RO MBERE 2) o 7 MaEfsh
5. B 2.5.2 RICFEHT D SLA 126V, 2 v ia T VT 4 INREERR GV A— 2Rl £
ATV NORRDTD DT A X AT 2556038 5,

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).

S 2.5.3 SOFEHO SLA BT B RMHRSGMICIZ T, SAP DI A K b a— R 5 REEF K
P—bE2E2ZFLHZOITIE, FOREETEHRAO SAP OEHE (FEMIZTDOWTIX.
http://support. sap. com/supportstandards ZZEZMO Z &) [>T, BED N AKX La— KRBT
W e B 720,

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

SAP X, BEDHI AL La— ROA T v RO/ L IFEEICOWTHEENED H D ARARN 2 88
HT LX), BREOHAZ La— RIZETLHEEE LIOA Ty MIOWT, fgid 5 [MEEHFED
SLAl ZBITLIZbDEHREND,

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 \Z & BT AL b =— P d 2 EERRK IR, BEDOH X Z ba— ROERE R NTILTH S5
Wb b, BEDAAY La— ROFTIE, BREFE, XidAf o7 v FOMREREET 22 LITEER
e, THERE) ICBT 2 IBEIEA o T o MR, BIBORIZIL-SI T SAP Innovative Business
Solutions IZX VLN DHENRH D,
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2.7.
2.7.

2.7.1.

2.7. 1.

2.7.2.

2.7.2.

2.7.2.1.
2.7.2. 1.

SAP Premium Service Level Agreement
SAP Premium H— bt & L~ULEK

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 Premium $—¥E A L~ULE%K)] ( TPSLA] XX TPLSAI ) 1%, T[EFMERFEEERK) 12xd 5 SAP @
[Enterprise Support A~ Y= — L] IZMAL TWAEEIZK T2 [SAP MaxAttention »—E R O
F—D A N OREREEZE . WL TMaxAttention Y —ER| DA — A L FOMRESZ L U TRt R
%, PSLA 1%, [MaxAttention —VE A O U=V A FOWREFRE LT, [HAETERN) 1Sk
9% T[Enterprise Support A7 ¥ =a—/b] IZESWTRMESIND [—E A L~ULEK ] [TBMEND,

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.

AR PSLA OfERIZEIADS,  [ECE] (&7 5 MaxAttention r—EADRAa—7 2T 5 E| I
ETDEEDA A=/l SID OMAELEICHET S, 20 MSD ICHRT DRHESRM A L, 5D
SAP A% THEJeEE 25 . TSGR 3) ST MBS 4)  (SAP Note 67739 IZEFESANLTWVWD) & LTER
2, HEOTRTOA Ty MR L THEA SIS, M PSLA (X, EXCE) Ok, RO5Ee7%R
V&) 2Btk & 72 5,

PSLA for Initial Response Times:
TR E R (ZB39° 2% 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.

a)  THEIEE 2 oAy F o b (TSR] ) (SAP X, MERE 2] O F Yy MIx LT, 05
MEYHE 20 OA T e SAP S LItk 2 FEMLIN GE 7 B 1 B 24 BFRKH]) 12I8%
THHLDLET D, BEOEIRANT P &g UNERREELZT, MWERF AT 2T TER
Btr. TOA Ty M MBEE 2) BEIVETOHRD, JiUd, HZO T oHF 7 v a ROV X
D FEATITL BB ORREV LI ER R B FE & 72 5.

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) TR 3 oA vFr ) (T ) SAP 1. THEREE 3) oA v Ty MIx LT, 0
MEJEIE 3] oA o7 v b [BUE R FICRAE Lok, 4 RPNIOSET D50 &35,
WEOREG N T oW v a PNEBEZ T D5E. AT MO TEERE 3) RElIn Y Tons,
COMMEE, SO T VT v a yOFETICLERERROBEMESCIER RFIA & 72 5,

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.

c) TR 4 ofrvFrh) (MK ) :SAP X, TEBEE 4) oA Ty MIH LT, 0D
MESERE 4) oA T v b TBIHUESERER]) PICZE Lictk, 8 RERLINIDIGE T b D & T 5,
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2.7.2.2.
2.7.2.2.

2.7.2.3.
2.7.2.3.

2.7.2.4.

2.7.2. 4.

2.7.2.5.

RIESBHE DOEB N T o7 a ViITZEAEUTIE BB EZ RIFERWES, A>T Mt HE
SEEE 4] BEIDYETHNA, ZORBEEIL., BEOICKLIEL L, UTIEE A SER LRV EEREDHEE)
TERCENMETR B ANRIK & 72 5,

PSLA for Corrective Action Response Time for Priority 2 Incidents
BIEIE 2 DA T 2 MTHT DIEEREISERFH O 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 [, MBS 2) OA 72 M LT, RER, BIEERSUIRDIZODT 7 v a 77 (UIF

METEH#HE] ) %, SAP 2WUi% MBI 2) oA v 7 v ba TSI 3R PICE L% 3 H¥ER

DNIZIRET 260 L35 ( TBEE 2 T 2EEHEBED PSLA ) .

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

Trvar77ren MEEKE] L LTRHISNWDSEE. Y%7 7 var 7700, FdEs

AT osboLT 5,

a) status of the resolution process;

a) fRRT o ADAT—H R

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

b) FTEINDIROME HLTDH SAP OV Y —ADEBEEET)

c) required Customer actions to support the resolution process;

c) MRRT ot AZYR— T DHDITKRD BN DEEOHE

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

d) FRETHIUE, SAP OHffEOTESND Bff

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.

e) SAP ICXDREDAT—H AT v 7T — b AR ZTOHRDAT—FZAT v 77— ML, ZORERET
RGN HEOEK, TESNTVDIRDOAT v TR OREIDAT—H AT v 77— O ARENE E
N0 LT3,

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:

MEJCEE 20 OA o7 v MOHT 2 MEEREISERFE O PSLA] 13, LR O 5 6. SAP 12
EVEZA T PPRE SN TWDES DR ZV D (BUF HLERFE] ) . TREEH] 2% 1~
VTV NDAT=BE AN [ RAE =T 7 ar] | XL [SAP BMRRREZRSE) ThORHIEE
Wy INHOFEAT—HAX, LLTFEEKT D,

a) the status “Customer Action” means the incident was handed over to Customer; and

a) [ARF=—=TIvarv] OAT—ZAL, ATy MRBRICEEINZI L EERT D,

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

b)  [SAP BERIEERRE] OAT—H AL, SAP 28, 2D MSD THEEZ/RY MEERE) 2IERFEAT
bHZEEEWT D,

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.
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2.7.2.5.

MEIEE 20 OA Ty MIxd b MEEHED PSLA) (F, AHEERFE O 3 =3 A LN, SAP

DRRSR, BT ULIT 72 a v 77 v OREE LI2hE, IBEN YA v T v NOBEREL T

52

LIZRIE LA, BITSNW e R &g,

2.7.3. Prerequisites

2.7.3. RS

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

2.7.3. 1.

a)

a)

b)

b)

c)

c)

AR PSLA 1E, A 2T ¥ MZOWTLL T ORHeSREN7= S GE IRy, @HID,

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”;

ERH 2.6 FRICES THAX LAa— NICHT2EERR ST 2BRE, T XTOHEITBNT,

AT MEL SAP BHRIAT =2 2% “—fRHGTE L SAP TY 7 by =T ) DU Y—RAZ

BEL T 5,

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

AT bW, SAP DXEDORETRIFTOA T MU a 7o CFEICHE, WG ShizA v

T2 MK LT SAP MHEE 23 U5 7o DI LB BEEE R (SAP Note 16018 XIFZ DD Z LT

% SAP Note |[ZFt#Hi SN TWAH D) MEFNTEY ., SAP Solution Manager Enterprise Edition

2 LT, BEICLVEGETRINSh TS 2 L

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

Extended Maintenance.

AT U RB, AL VAR =D AT F R E TTERRSFA T F A (24T % SAP
V7 bho=7) OREY Y —RHHELTWDLZ &

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

2.7.3. 2.
2

a)
a)
b)

b)

<)

c)

MESEE 2) OA Ty MoV TIE, BEIE. DT OBMNORHEERAZ T XTI L EZ)N

the issue and its business impact are described in detail sufficient to allow SAP to assess the issue;
RN O DX EORBIZHOWT, SAP NREZFHETE 2 & 5 Hasficiil s Tns 2 L,
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

BN, 2O MSD ([ZESBEORBIHE, MEEE 2) OA 2T v FOMRE TR TE
DA ST MRk E AT D REEC ISR A, B 7T B 1 H 24 KERMATHIT, SAP L DEfE
DIeDITEET 5 L,

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

VAT BAADY T NMEGOBR KOS n AT — 2 % SAP T 5 72 ORR O Y
ERfEAL I TS 2 L,

2.7.4. Exclusions.
2.7.4. BRAMEIHR

The following types of incidents are excluded from the PSLAs:
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2.7.5.
2.7.5.

2.7.5.1.

2.7.5. 1.

2.7.5.2.

2.7.5.2.

DIFOREDA T > M, PSLA BRSNS,

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;

a) SAP DFET — I XUF R L THEEINL THAZ La— ] ZER, BERTIZRINCERE I
72 SAP T 7 ho=7] OYU—RA N—T g KO/ XIIHEHE (SAP Innovative Business Solutions
BV XL SAP OFSAMRHFE LI b O EFLR, ZALIRES RV BT Tk,

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

b) NR—=FF—O7 FA v LR, XIHMEEL UCHEMSNZENA—Y 3 VI T5A4 v T ML %
DOEBIN— 2 2% SAP XU SAP @ [BJEth] I8 X o TER SN EHE Th > TH RIS S
ns,

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.

c) AT NOYFIHHRARRNARES TiIHioximcdsb0 (LT “BIREE” ) . X
3T bR ar T 4 TKIEICERT S b 0,

Service Level Credit
P—ERAL~LT LTy k

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 PSLASs) 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.

MEU ) (2B DT _TD PSLA ITOWT, FFASNDHIRANIC, BAEDOHRED 95% (TS
L7256, SAP 1E, LB PSIA K- HLDORBERLELEELOLARENDI LD LT D,
MaxAttention H— vt 2HIH ] HOEED B [T\ T, BRI L7z L3Lo PSLA ITfE- 7
AT RN 20 ARG (TXTO PSLA (TR 5#8T) O5E. Ui TBIEH) 128V T, SAP 28
HE S PSLA OHIRREBRB LizA 3T v b3 1 LT CThivE, SAP X L5 PSLA IZfE-7-H D
BEARIZLI-bO LR IND,

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:

RS 2.7.5.1 RESMLE LT, PSLA IZHT HHIBRNZ Shigo25E (CLTFEEh
[PSLA RBAT] ) 13, UTOBEROFIRZEHT LD LT,

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

a) BFIE. B LTS [PSLA RfEFT) ZFHE T SAP [ZIBHTLHDET D,

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

b) SAP IE, AW LM TEZRHEL, BEOTROIEMI ZRFEIH T 28E %, BEICx L CER
TITHI D ET D,

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;

c) FEEIL. SAP D PSLA FERD AIREMEZ 15 DM XUI T m B R & RIET D720 D SAP OB IR LT,
AHM R ZEE SAP IRtT 2 b0 L35,
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2.8.
2.8.

2.8.1.

2.8. 1.

2.8.2.

2.8.2.

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;

d) A 2.7.5 FEFMEE LT, MEICHKSE SAP @ [PSLA AEIT) MAgESNzH4, SAP 1T, BE
DOWED MaxAttention Y —EAEE] OFFEREBIZBWC, 2o [PSLA RIEIT) M Sk
Bahz Y% B cxtd 5, & O MaxAttention ¥ — U AE4] @ 0.25% FHEHEHEOD
Premium #—EAL~L7 LYy b (BLF IPSLCY ) Z#EMAT2b0 LT 5, 2720 EMYEH) &
@ PSLC @ EB[RIE, %i% TBUE) 13 2&ED MaxAttention Y —E 2B @ 5% &35,

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

e) X, TPSLA OAREAT) 233U TEM¥M) ok T 1 A LWIZ, PSLC (ZOWT SAP (Zi#
T D,

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

£) SAP DSFZE M D PSLC IZ DWW THRILO R LN COERZ S LRWVERY | PSLC L@ A s 7
U,

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.

g) A 2.7.5.2 FRITFEHET D PSLC A, W LI THNIXITFEED [PSLA ORIET] (BT H@EICE -
TOME— DD P 2Bk Th 5,

SAP Product Engineer on Demand Services
SAP Product Engineer A > 5~y K¥—E R

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 Product Engineer F > 7~y K¥—v 2] ([PED ¥—ER]) 1L, BIEEETIHAEZHRVTY
EF—bY—EREL, BIEZRDDIODD SAP OV FR— bz v=7 (BB V=7]) ~OT /&
AEREET 5, SO/ TREENDI D, TRHIZROR,
a) analysis of incidents or issues;
a) AT v M XUXEED ST
b) issue resolution/workarounds;
b)  FIRHDREYR/[AlEER
c) Dbest practices; and
c) NANTTIT A
d) software design.
d Y7 y=TikEr
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 Y —E &) (X, [7ECE] 12645 MaxAttention —EAD R a—F T AXE] ITHIEESH
oo TABE)S AT L) OT 7V r—vararR—xr b RUOSHET 2BEDA A F—/DITxt LT
et Ei g,
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2.8.3.

2.8.3.

2.8.4.

2.8.4.

2.8.5.

2.8.5.

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:

BEIL, SAP DZ DR TRITOA 7 v MU e 7 A4 UFIAIHED SAP OV HR— AT TFARNT Y
Fy—ZEBLC, BETIFEMEEALTH LBV R - r—x2%E L, ki Ml U=
7 LEEERY, MR P=7 ) MEEEECINBEOH LSS THA T FDOa— RER2D
ZElzky, TPED H—vR) ZRHTELOLETH, [PED ¥—bE R I, LFO&HIH L THEMA SN
2,

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

a)  TEEXE] Cx4 5 MaxAttention Pr—ERADZAa—F BT 5CE] (CHLEN [KE#HT 2T
L) TTVr—=varayR=3xr h T, SAP BHFAT =4 2% “RHHT LT 5 b0
THAL VT b

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

b) AL ANV =LA TF U A] RO/ T TERESTFY—E R IS TDL AR AT L) 7
TV r—araryiR—r DY U —RCEET LA T b

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 —E 2] (ZiE, [HHR—=FAF T a—/) ICESEFHTEREAS—E A, IV E— b —b
AT E ENR, 51T, TPED —E R &, UTFOA o7y MIFEH S,

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);

a) BWEEMICHEINTE TABBC AT L] 77V r—vararvf—Rkr bDY V=R R—=U g,
KO XAIHEREIZRE 32 1D (SAP Innovative Business Solutions MUY/ X% SAP OF&tHiZ X VB
BINTHOEEFLN, ZRIZRLAZRY) |

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

b)  TAB#H AT L] OF7 7V r—varari—xr hO—HTER, N=F F—DT7 KA+ i
. UFEIE L L TR S NIZERIAN—2 a 3, ZOEBINS—2 3 228 SAP XE SAP o [PIiER
) 2 E o TR SN =58 Th > THHIRBICERS S D,

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.

c) AT U hOFRIIHDLWAFRNARES TR BEREORIMTHLbO (LUTF “BRKE) . X
BA Ty bR YT 4 SRR T S B 0,

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 X, TPED H—V RBH&EH]) 225 4 HEEILIWNIC, ECE) 1572 MaxAttention —E XD R
a—FIZTACE) ICREHEINTE ABEIV AT L] 77V r—ararsR—3x e AL —
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2.8.6.

2.8.6.

2.8.7.

2.8.17.

2.9.
2.9.

2.9.1.

2.9. 1.

2.9.2.

2.9.2.

Ta v DBFAEDEIICK LT, 1 40 MR- D=7 280 YTH, »hd L o=7) 11,
[PED H—E 2] BHRETHA AN LICBET S SAP OXFL EOFHEFTIHEA I, SikF N
WO NRAZBRS, BEEXEAOTHT 8 FENLTHE 6 FEETOMO 8 FEFIIZ OWTIEH¥MREL 725 (8L
~ TPED ‘EZkefl ) .

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).

BT, TEESCE) 1Tk 5 MaxAttention B —EADRAa— AT 5 CE] ICR#isn- [ AEE Y
AT L] TTVr—varyaryiR—3r b VA M= NVEOMABEDRIZOE | HFEEFHE D HH 20
F (MEGE] 1275 MaxAttention H—ERDRa—7 T2 30E ) (TSN ZHYE AL |
[BE4%) (LU MEE%® PED 4% ) 2, HE® SAP Customer Center of Expertise WNTI4T 5
TENRTED, BRIE, D TE%K O PED Y5 (UL @K O PED #X43 ] »OHEREY 52 Hhie
REBEN) ~OEAENFREAREZ . BRI OFEME R (FRIZET A —7 FLAROERES) Ritd 5
DET D, [EEFRO PED HYF | 1, BELEZRERL TRELRBERRELITI M, YSUEBEEREE BN <
HIHTIENTE D, HREZEZ ONICBEDOREHF L35, [PED y—v R X, EEIh [BED
PED M%) (ZFRE L TRt SN 5,

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.

[PED #—b 2| £t L LT, [@EEO PED HY4¥F) LB Shz o v=7] X, #&8o
(KBNS AT L TSV r—varari—3x e VAN —va rOfAEDEIZONT, MHED
BWEY—ERA% 1 [\, KETEGETH>LOLETEH, ZORE—E R, SAP OBMEOCEICE S
DETDH,

SAP Accelerated Incident Management (“AIM”) Services
SAP Accelerated Incident Management ( TAIM] ) H—E R

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 |Z, MYFEHICLDI2EZFHCTONEROEERNDLLGAERE, %Y T 5 [SAP H7R— K ITED D,
MR 1] KO HERE 20 oA T v MUBLOEEILICBW TER 2V R— 45720, Bt
AWREH NS AR B OFRT 8:30 2B 5:30 F TOR. SAP OV R— MAFKNOIEEEFE T4 Shi-E
W (LLF TSAP £ U F U NEBE) ) ~DOT7 7 v RAE8EMT 5, [SAP 4 F v NEHEE | OIEfm
W TESCE] oD 6 BRUWNICIThS,

The SAP Incident Manager provides:

[SAP A o7 v MEEE ) 1, P OT T2,

a) incident activity and status monitoring for Priority 1 and Priority 2 incidents;
a) SR 1) RO T 2) OA 2Ty M 24 o7 v MEEROMRBLER
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2.9.3.

2.9.3.

2.9.4.

2.9. 4.

2.9.5.

2.9.5.

2.9.6.

2.9.6.

29.7.

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

b) BIRSNIZV AT LDOFTRTOA o7 v MEREIZB T 2BEDA 27 v MRELOE A #
c) incident management process empowerment session(s); and

e) AT U MNERAT R AOT Y RU—RX v vy gy

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

d) BEDA T v MRILOHERO T HITHEE &1T 5 EWIR Y £ — bk

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:

MMZ T, SAP i%, TBIEE 1] oA T MT, BEMNMEE LIZEHAYE (LT TEEFEYE] ) &V
F— TR AEIT-720 . FOIIREITH 20T, SAP O R — MHEMEN CataknE s N dIsTE 5
Lo T 5, fEEIRIRIAE SR OTamix, TEEE 1) oA T v MBWTXEL SN BEE D EFD
¥l BRI ITON D, e SR E RS L, [EEOMEYE ] NHATE, RKOVWTANE
HOWEEE CTHEEFT 5,

a) resolution or workaround of the Priority 1 incident;

a)  BIEE 1) OA 2T v b ORRIIIELER

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

b) ALTT U NOERELSLD, MBEE 1) DSADOEBEEL LA~ & T
c) agreement of the parties to disengage the assigned SAP individual.

c) EJESHT SAP OHUFOMLAM Z LD, MUEHFICLLIEE

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

TAIM Y—ER] &, AL AR —=LDRATF U] T TERRSFA T F 2] 1T T 5 SAP
(V7 bry=7] O"G) Y —Z2HEL THDA T v FORTHET SN D,

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.

FAIM H—E 2] 1%, [¥E3CE] 25425 MaxAttention Y—ERADXa—AIZT53E] ICHTE SN
72 RESNTE-ABHOBEREDA A F—LE& SID OALEhE., RO/XIZSAP 757 RYy—bv 2] &
A VA M=V OFBHE DI OWNTOARIEM I D, BERIL, SAP Note 2649568 TRl S4L7z SAP [/ F
7 R —E X IZ2WT, TAIM —ER ] Z&RTDHZLENTEX D,

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).

FARIX, K 3 ANDORELA T DM (LU THEO AIM #H4¥F] ) 2475203 Tx5,
BEIL, D TEEDO AIM Y435 ~OEENAlREs, B OFEMIER FFICETA—AT FLAK
WEFFES) 2T L7956, TAIM —v R &, EmIhi EEO AIM #4553 IZRELT
s hs,

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.
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2.9.7.

2.10.

3.1.

3. 1.

3.2

3. 2.

AIM —bt 2] OREOEFOT-DIZ, TFEEDO AIM HYF | L{EmEhiz [SAP A F v MER
1% MeEloty N7y 7V E— bREEAHEET 1 BEETL O LETH,

SAP Baseline Support for Innovative Business Solutions (“IDP Support”)
Innovative Business Solutions (Z%9 % SAP X—RZ A % KR—1~ ( [IDP R —bF] )

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 AR — b T, TEXE) 15 MaxAttention —EADRAa—FIZHT5E] ICHILE
- TEcE) 1235 < TSAP Innovative Business Solutions BEFOD A a2 — 7|2+ 533 ( TIDP ¥
R—FEEORa—FICBTHXE] ) ICESOWTHEEFICRItS L, ST ANLRT T e (<
DNWT, ZD MSD ICIRfFE7e THIRE 1) IZRE#T 54 v o7 v ML O R— b —e2An gt s
D, T2 L, $EZR AR — N B EH SN Y 7 hu =T (ZHUZiE, SAP Enterprise Support, Xi%
SAP Product Support for Large Enterprises Z&ZieNZ N HITREL V) 2R,

ENGAGEMENT MANAGEMENT
U=V A VERE

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.

BUFEIL, [T =V AV M=V y—] ZEALTLILDLT D, SAP O [ F =V R bvwR—
Ty —) % BRSNS LT LT 5, RO [Z =V A b3 —Uy—) %, RENSFEE T, R
ERELCRERBRRELZIT O, Y%BERRELZEBE R bbb T ENTE L, HREZ 52 bLE
ETD, D T F—V A b3 —Uy—] IE, BAWICEBIIH I LT TREN) of&Mt2E8ET
L5b0LT 5, BRI SAP U Y —RZL > TBEITENDTRTO MaxAttention H—ER ] [ZDNT
W, BED [ =V A hvwx—Ux—] EREBEEITIBDOLT 5,

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:

F72. [MaxAttention H—vt 2] OHMH, MYFEFIL, EMNICERESELZRHET I bOLETS (LT
(=T BIT AT I=FT 4T ) . 0D [ZFEIT 4T I—=T 427 1F, WSEHFICL->THA
WABRINOREMEORMC, 22 b MUEIC 1 FEET S, 205 (2787747 I—T 14
71 OHME, FORESTEHO MaxAttention $—ERX] ORWIZHKSWT,  [MaxAttention H—FE
A | OHBZERT DO S DRDLRIRNBLENE ) iR, W#EL T, MHEDEERKREITHI 2L T
b5, HFI—T 47 TIE, KEESTFOEPRIUCET 2RNBEZITI> 0 LT 5, ZIUTIILLTRE
FADN, TABITIRE SR,

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;
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3.3.
3. 3.

3.4.

3. 4.

a) BEENT-EEXNSRSE. KPI, KN MaxAttention —E X | = F— X 2 RNEFE] & OIS
%, [MaxAttention H—VE R) 71T ADHEBIRILOFTM

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

b) KD SAP [V T hTx2T | YUa—ardDR7 43— AEGERICELTR—AOH LY 27 KDY/
XITEBLEDRE (VA7 B D720 OHELTRIH 257 e)

c) Implementation of recommendations;

o) HERFEIHD FEE

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

d) WO Y FEEF NS ORMER OB K OV H ZRIZBT 2 itk

e) Relevant details regarding project organization and planning.

e) rTxr hOWEROGFHEIZEEY 2 B g

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.

=T 4T OREEF, SAP O [ F—IPA v b= =Ty —] BMMERL, BED [ F—U % b
TR =T X —] WCEMLTHRAEEEZ T2 b0 L35, P EEOZHEE 30 HERAUNIZ, BED
[T =D A b3 =T v —] B, MEFICOWTEAMARAEFERZBHTAZ LIk, EF@miC
Ko THEBICEBEZEZD LR 5E81E, YHEREEIHEICL VBRI DO LR EIN
b, MEFEFZL, MEICH I L THREEOLRIROMR LY | AKBRK T 5152 12 DI % 5817
THELDOLET S,

SAP Cloud Governance
SAP 7 70 RDH/NF A

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.

% S SAP Preferred Care, cloud edition, MTY/XIE SAP Preferred Success, cloud edition DH 7
A7) Ty avEToC0DEEE, R — =%~k ([SAP 777 R —ERZBT 5 ARk
RY—] ICEZINTWVS) 23, [MaxAttention —tE A ] ORI HIF ONZ SAP Preferred Care, cloud
edition, KOV XiX SAP Preferred Success, cloud edition DYV T7 R 7 U 7> g o Z@EEPMET AR
D, ARHE 3 FKICEEHT D MaxAttention h—E R ] OZUF—V A NEBRY AT U RITHBAAN DD
[(Thbb, 2B T4T7I=T40 7] ZBML, fBESNT 27—V R bR —Vy—] &
DIEEEREST 572 L8]

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.

BEOHE =ZFEODaL VLT 4T R— vt — (LUF TBEEONR—FF—1 ) oWk, @l
MaxAttention ¥ —ER] U HF =T AL FORITE > TRAIRTH D, BEIL. 0D THED/—
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5.1.

5. 1.

5.2.

5. 2.

5.3.

5. 3.

54.

hh— B, BEOEML, 2O MSD, KO [TEXE] 12592 MaxAttention H—EADRAa—F 2T
LHICE] AMSF L, SAP 232 MSD MUY ECE] (x5 MaxAttention —EAD A a—F 2%
LE| WCESSHEOBEBELXBITTED L 12, SAP NOOEHEMARFHOBEFICHE>T SAP 1B T2
2T T 5,

CUSTOMER REQUIREMENTS
& O

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

EXCE)] 12EO& MaxAttention —V R | 2% FH7-OI201F, BEEIILLTOTXTEITORIT I
B2V,

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

a)  [HEAMETFHRAN) 1K TRTOYFR— M4 (725, TEnterprise Support £héx] XiE

[Product Support for Large Enterprises #t&] ) O WEHkEET S

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

b)  ZFofth, MEHMEFFHEA] . GTC, TH3CE) | KT MaxAttention r—EADRAa—7IZF 53
I ICESKBHORBEBITT S

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

c) [HHR—=FRTTVa—) IoT, VE— MNERADT —¥ 7T 7 A% RMET 2,

GENERAL PROVISIONS

— i RH

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.

BB &47- TEmbedded U Y —2| 1%, SAP XiFZZF D> SAP @ TEdit] & OREMZBKICED HEED
ERRRIZKR T DHERZHFT D,

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.

MR a I 2= —2 g U EREICT A7, [MaxAttention Y —Y 2| ZEMT 570D EFEL 0
FEET D, fHlxd NMaxAttention T—E A | ([ZBMRT 2 BHEEHRIT, WFET SAP U VY —RIZHMT I LD
L5,

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

BB &7 SAP @V Y —Z (F@ &7 lEmbedded V Y —R] Z&Tp) 75, SAP OFEEHNS D MSD
1235 < TMaxAttention —E R | OEEEZ LT L6501 H D,

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.
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5. 4.

5.5.

5. 5.

5.6.
5. 6.

SAP HEfd 5 MaxAttention ¥—ER] ORI —F X, SAP [V 7 b =7 ] Ok 72 BR% B O B
DHELE BT D7, FEICED 90 HATE TOBMAIEY ., 4 1 [8 SAP [T X > CTHRAE SN 556
N5, 12771, MaxAttention H—E R DRI =TT HYUHOEHEN, %4525 SAP i AR
A ICEFESNT: THEEE) N T MaxAttention Hh—E 2| OB T A7 YT a3 &fTo T DA
DOABSTFIZH D SAP OFFICKLTYH, MAINDZEE25MET 5, SAP B3AE 5.4 FIE-TA
a—FEREEIT O BRI AITHE LGS0, BEEAELBENAKL TERVWGES, BEIL. »hdAa—7
BEEICL > THELZT D NEXE) 1T 5 MaxAttention —EADRa—F1C$ 5 30E ] MR
THZENTE, TOMERIZETLD 90 HE DWW TRICHEZT 5, B%ED LiEHIRNICHERAIT DRV
A UBETIIERIC LD AFE IR LRI D,

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.

BHex, BEICKTS 90 ARTE COFEMICEmMICIZ2BEICI Y, BHEIC | RIEESNDZENH D,
SAP SRR DESNHE - TRHEE T 21T 5 IR 21T L2 56810, YA TR 2R DAL TEXRWIEE,
BEIL, DB AT OBMARED SAP NOZHE L%, 30 HURNICER CEMT LI LI2L - T,
MINDEHEETI L » CHEB LTS [HECE] 1265 MaxAttention H—EADRAa—7 12T 5
] BMERT DI ENTE, ZTOMMRTIYZOREE TR SN R OBFEDOK TR 5,
B ERRMBNICHERZITO R WA, YOS ATIIEEIC L VR SN LA I b,

MaxAttention Services will terminate effective the same date as:
MaxAttention H—ERX] L, LFOWTNNDOEAEIZ, FORABEZFHALE L TKRTT S,

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

a)  MERMETFEEN) IS THR— MRSV a—v) BT LSS

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.

b) BEMNED SAP YiR— T (SAP Enterprise Support =X° SAP Product Support for Large Enterprises
) DY T R7 Y S a %, SAP Standard Support (CZEH L7284
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1.1.

1. 1.

1.2.

1.2.

1.3.

1. 3.

1.4.

1. 4.

Exhibit 1

BIHE 1

SAP Baseline Support for Innovative Business Solutions
Innovative Business Solutions ZX% 3% SAP _XR—Z2 5 A PR — K

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.

o TR X, TRE 1.3 FRICEDDZTRTO [HE) mido, Zo TH#HY THEMEED D
Innovative Business Solutions %[ 9% [SAP _X—2F 4 P R— | OfFMICEHA NS (LLF TIDP
YR—bN] ) . 72720, BV R— bEK (SAP Enterprise Support XI% SAP Product Support for
Large Enterprises Z&ieNZNHIZRE SNV NEHIND Y 7 by =T 2R<,

DEFINITIONS
&R

“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.

[EAYZ7 b br=T] 20 TR IZBWT TERY 7 hy=7 ] &id, THHE] OA VA F— LKD)
A, WNCZFOEEOIRAE L7025 SAP [V 7 v =T 0o, A7 Ny=T ] X, 20 Bk
WZEDSWTIIERMES# ST, BIBERETE 2= T2 0ERD S,

“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.

BEEERA R - 20 TR I8V T TEBEHEERA > b i, BEST7 Customer Center

of Expertise (LL'F TCustomer COE] ) . i [IDP ¥iR— b | —EREZERTHHERE 5 I 7=
BOREEE RV D, Customer COE ([ZOWTiX, THAR—bMAFTa—)v) OBETI#LGNEH IR
%, Customer COE MFIFHTE72WGE, BEIL SAP ([Zxf LT, Emicky, TIDP R —h] r—v 2%
R DR A ET DEB L4 LT nide b,

“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.

TERE] @ oo THUME) (23T THERE) L. M) S35 MaxAttention ¥ —ERADAa—
(CBE4 B SCE ) ICRE#E O [IDP YR — MER O A a2 — 72T 5 30E ) ICHESE, RN SAP M BEEAT
57 b 2T XIIHERE, KOED R¥a AT —var&znd,
“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.

(RBENS AT AL 0 20 THIHE I2BWT TRBEIC AT &) &%, e A A b= 3D 3
BEhe A7 LT, BEOEBUBIHER SN, BMEDOT —FBLESND VAT LAV,
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15.

1.5.

2.1.

2. 1.

2.2.

2.2.

2.3.
2.3.

2.4.

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

SAP Y7 =T ] 20 TR I28BWT SAP TV 7 hw o7 bk, TERMEZERG] ICE-Sx
SAP OSBRI MRS SINDITRTOY 7 by =T 209,

SAP BASELINE SUPPORT FOR INNOVATIVE BUSINESS SOLUTIONS
INNOVATIVE BUSINESS SOLUTIONS IZkt3 % SAP _"—RZ A HAR— |

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.

2o k) oS RMINn D [1I0P HA— by 1k, EXE) 1Zx9 25 MaxAttention $—ERAD R
=B 5 3E ] RO TIDP B AR — Mk D X 2 —7IC$ 5 30F ) ICES @R IRk, 3
BT AN TRl (TR D, TIDP AR— R O —bERZ, THEAY 7 =7 OV Y —2%
o THkRE] oRREx . HBID TIDP $R— FEEO A 23— 10T 5] FOFOEE RF2 A T —
Ta VITED DEHRES (TIT] ) REICBWTHR— 5,

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.

(A3CE) 12x4 % MaxAttention —EZAD 2 a—FIZBT A CE] @ [MaxAttention ¥— b ZHR ]
HFICHERIC L D THRE] ORBMTONLEE. [1DP HR— MO 2 a—F 2T 5 0#) 28T 5
[IDP YR— R X, THEXE] OBECEENES L, [EXE] x93 % MaxAttention P —ERD
Aa—TZTAHE) 1o T TP AR — b BDAEMEENZEAD 1| BHrbihENnD, [HEHE
FFREAR ) ICER S EBE N2 2T D TOMOT_TO SAP [V 7 by =7 id, 2o TR I
HEOoxftansg MDP AR — b B—E2ANLHIRMIZERIN S LD,

IDP Support is provided during IDP Support Office Time and includes the following:
MDP HAR— by (X, TIDP HAR— MEERRH] MIcRitsh, IR EEND,

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

a)  [HsE) (CBIE RIS 5. SAP ITX DA o7 v MLE

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

b) a—=F 4 I OEEELIEINNyTF ERINEREERHRAINZWYET v 7T L7 E) | XiTHE
WFREELFIT7var 7o

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.

o) [HeEl OV HR—F Ry r—U BB EDOFEEERELZEO TIZODEIE Ny r— ) IBFOM
RRICHT 28, ZAud, (HeE) PEEO ERBEIC X7 4] CHIESND, IR INZHE
(BTl R A WAAN

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
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2. 4.

Delivery Manager”). The IDP Support Delivery Manager will perform the following tasks as it relates to the
delivery of IDP Support for the Features:

[IDP  H7R— k) SIS 20 AR — b EEEEREIZ DV T B WIS L O 1 24T 5 72912, SAP X, SAP
@ Innovative Business Solutions FHMEIN T, BEHOEKIEYE 2495 (LUT IDP 4R —+FV
NY—==F—=Vx—] ), [P FHR=FT VAN ===y —] (&, B 132 TP # R —
~ 1 ORMHZBEIET D HEIT. IROEEZIT D,
a) Setup and management of the Customer’s incident component and associated incident queue(s);
a) BEDA VT PArYR=—R FROEET LA T hFa—Dty b7y T ROE
b) Manage SAP Innovative Business Solutions internal support team assigned to provide IDP Support
hereunder;
b) Z® THIHE) I2ESWT TIDP YR — ) 23 572 IZBJE S 717~ SAP Innovative Business
Solutions DNV R— hF—LDEH
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;
c) MaxAttention Y —ER| = HF—J A D [—EZALKORYR—FFF2 ] @ T1DP YA — 1]
WCEET 5, %475 MMaxAttention H—E 2| OFEKLOEAANICEIT S TN OHFR— b
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
d)  [MaxAttention ¥—tERA|] =7~V AL bD [ —EAKLOYR— T Z ] [THAAN LN
MDP YR — h) 1B L2, [MaxAttention ¥ —ER] OTFR T =7 MLV TH, FH—ERXD
REOTEIZI T D T OFHR— K
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).
e) [IDP HR— b [CHET 2MEEZW D (2B T 4T I—T 07 ~OM FlziX, BmED
ATy MBI oA, TP ¥aR— b IZB#S % MaxAttention H—v 2] ORHHIEET S
RUOW|ERE)

CUSTOMER PREREQUISITES
& DOHiTRSEM

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

Zo TR \Cie#ET 2 [IDP AR — b OV —ERE2%T 57010, BRIX. ROEME2RHIZTHEOET
Do

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

a) T TRk | TECGE) . RO TARK)) ([CAS<HLORBEBITT 5,

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.

b) %I 25 THERE) OZMEERC SAP o EH TR I/ T haryR—x MEEHAL T,
PR — b RTF Y 2—)b] ICESEXERIREL SN Z O S TRIEN DA SAP DY R—hA
TIARNT I F ¥ ="M LT, T_XTDA I F o FEREET SAP ITRET D, BEEZA. T 12
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4.2.

4. 2.

BT 50 T bae, MIERA VYT hayR—3 0 MCEIV Y TEHZ LR TE P> 5HE
I%. SAP AU RIY TEEW LIATT DM, A>T MEHT 5 SAP DIREDEBILET 55505
Do FEETEPNTORNA 2T 2 MTOWTIE, SAP [TlH ., Hi%A o7 v PR L& TR
FIUEZDMBREITH Z M TES, AT hOMBICET RN ES IS ER 2D Z L&,
FILTHRL, ZHICRET D,

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.

o) BRI AT IREDEIITELENERETD2bDE L, HHICESTIE, £ 2T b
ERFELZ2 TR B, BEIL, SAP IZXD AT FOSHTICHI L, SAP 12X % T1DP H
A—h = R&ZEFTHHDL L, MBELRGEIE, ZOHBNDOLEOIIEE B DUEEBEEZIET D
LD LT D,

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

d) RHAZIX. SAP Note 67739 (Tfit- T, [HRE] MIFBHET D R¥a X7 —va VINDZERENLDA »
VTV NEGETOLDLET D,

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.

e) RFIL. ATV MO OFREMED & 5, BRIZ LY XTBE DT OITER S I ZE KD
L ( MEIE] U3 177 RA Y] 728) (TS 2 CED$T R TE, SAP (R L2 uide 57220,
RIS R OYEIE O TR A Y], D ORBNICHERF L, LEIGUT SAP 17 7 BERASEL b0 LT
50

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

0 BFIE, 20 TR IFESWT, THRE) ICXP LT SAP o fftEn s =2 —7 0 VHEIE, Ry
F. BEREFE, VAR — My =V SR T NTHEA L 2T IR S0,

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

g) MEIX, [P ¥R —h) —EREZFE-0IC, BEOANL—T 4 VT VAT AROT —F _—
AELOFH LA a T v I T —RTHZ ERMBELERDEANH D,

CHANGES TO CUSTOMER INFORMATION, AUDIT

BERBRICHTIEE. BE

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.

BEIL, BEDO Bl O 2 F—/LNER, Z£oftt THRE] OFPIZBET 2T X TOBEROET %,
72 < SAP I D Z L EHHRT B,

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

2O TR OFRMFOEFEZERT D72DIT, SAP X, BEN RIS 2RO EMMEL BRI 5 2
LINTED LD LT B,
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ADDITIONAL TERMS AND CONDITIONS
BN

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.

D THE) (TS < TIDP AR — k) 13, THgRE 23% TIDP YR — MEikE DO A 3 —FICB4 5 3CE ] 1T
EOWTHEICREINLHEIZ, BEDO FERBE AT A I3 LRI 5, GHIRFERICL
D, 220 [k OFOMOTXTORMREEEZZE L T, BEE. [1DP ¥R — b OEBIREICAR
o, BOEED [FERBHS AT L] 1T D [IDP R — 1] ORFEEEFT LI ENTEILHLD L
L. SAP (ZZNICAETDHAR D D, Riticrrb b3, Bftahns [DP R— ) 2HHO AR
VAT A ICHEAT A LR, BICEENHEMRTAIBLTH D,

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.

851> TIDP H 7R — Mk DR 2 —FICT53FE| ICESSHE=FY 7 bv=T (AP UAHADY 7 by =
T) % SAP PEEICRELT 25HEE. HERENICERICE Y AR LG EEZRE, SAP 1E, o E=F
Y7 by TR LTE TIDP AR — b LA D ET5,

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

MDP ¥R — by 1% [BEEHER A > b OATx LTt S, TBREREKR A > b id, 2o THIK)
BRGET D e OFA VA L—a &2 R— kLT b,

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.

[P YAR—h) X, TEAY 7 =27 O AL AN =LA AT FURA] Xix HEERSFA VT
F A (BEN TEERTA T T A ZHLAAESES) (M3 Ix.
http://support.sap.com/releasestrateqy (ZFc# > [SAP Release Strategy| MEIZED LI TWD) DT
HEFRBIZ, BEIWIKKTT A0 ET 5,

Fee(s) are subject to change:
PEHE] 13, LT OWTN O HNTERIND Z ENH D,

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

a) T IRk ([ZHES& TIDP AR — R 51725 T8RE] OBAFICREL T, TIDP ¥R— Mg D A
A= 5E) TEERRZED 2HEIT, %45 [P ¥ R— MEitkD 2 = — 712+ 253
) WTHESE TIDP ¥R — ) 2575 [HRE] OBFEEEGDEE &2 KR 5729

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

IDP Support under the applicable IDP Support Eligible Scope Document(s) or during the term of the
applicable IDP Support Eligible Scope Document(s).
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b)) Zo TRk ZHS& TIDP HaR— b+ 2% 25 THEEl OBRICEIL T, TIDP HaF— MDA

=BT 5 E] TEBELVWEEDLHEIC, 4T 5 (1P ¥R — Mk D2 2 — 712353
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THERE] IOV THE D SAP I8 L TXhbive, Githske: (RE/REZ2ET) ITHES< T
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