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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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SAP MAXATTENTION SERVICES DESCRIPTION (“MSD”)
SAP MaxAttention J—E ZXDNEH ( TMSD] )

The capitalized terms referred to and not defined herein will have the same meaning as they are defined in the Agreement.
FEEIISEOMFETIO MSD ICBWTERBS TRV B DL, TR BT 2 ERLF CEKEET 2,

If there are any discrepancies between English description and Japanese description in the MSD, the English description shall prevail over the Japanese
description.
Z O MSD O HARGE & HEEOFTH OB/ A B 2 OBEER £ U 256, HREEOTHN B AFEOFHEITEL T 5,

1. Definitions.

L s
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.
L1 T &3, 6 L25Fo 3 4 31 H, 6 4 30 H, 9 A 30 HRW 12 A 31 BIZENENKET TS 3 THMZWS,

1.2 “Local Office Time” means regular working hours (8:00 am to 6:00 pm) during regular working days, in accordance with the applicable public
holidays observed by SAP’s registered office. Solely with regard to the SAP Service Level Agreement defined herein, both parties can mutually agree
upon a different registered office of one of SAP’s affiliates to apply and serve as reference for the Local Office Time.

1.2 THUMUEJERER]) &1, SAP OXXFEE EOFEFICHEM S L. 02 FHEFRE D AR HIZES L BE O IR 2@ O ERRH (F
A 8 Wi DFA 6 RFET) 205, MYHIEH L, AEICBWTERSND [SAP —E ALK [T LTOR, MEOEED T, SAP O
BIHRtD 5 B 1| #hD R D HF LOFHEF &, TBIHUE R OREL L THEMT L2 2R TE D,

1.3 “Normal Business Hours” means an eight (8) hour period between 6:00 am and 8:00 pm, Monday thru Friday, unless otherwise agreed to in
writing by the parties.

1.3 [l OFERR) L1, WAFEEPERICCHESE LG EE2RE, AL AETOTRT 6 FMb 4% 8 lrE TOMD 8 IF
MatEd,

1.4 “Production System” means a live SAP system used for running Licensee’s internal business operations and where Licensee’s data is recorded.
L4 RBEDVAT L] Lk, 7480 v—OMNERZ T 2 2 OIEH SR ABHHFO SAP VAT ATH->T, 71V —DFT —4
MEEREND VAT LEV D,

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.

L5 TH#R—=PRFVa—v) &%, EIMEFHERS) (BT D, EAHRFFERG ) (RS HEMETFFEIND Y7 hu=7 ] IZHLT
37z SAP OV R— b (725, SAP Standard Support, SAP Enterprise Support XIE SAP Product Support for Large Enterprises) F®
A 2=V HWN D,

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.

1.6 [l BHRRE) L%, SAP KONT A v —28 SAP DILEIZHE - THIEITRE L, BAEMICKHLT 23BEL /B LIEFREThH- T, (1)
ABEHIO S AT 20 TARE) (CXKEE2KkTbo, XF (11) TABES AT L) [CERREVRA LORBEEZRITTHDOEN S,

2. 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.

2. SAP MaxAttention ¥ —E'RX SAP X, T MSD &M+ 2 MHE3CHE) IZx9 % MaxAttention #r—EADAa—7 T 5 30HE] TP EN
7= [SAP MaxAttention #—tE 2] (LAF [MaxAttention ¥ —V R] ) OAZ#Md 5, [SAP MaxAttention ¥—E A | 1T, ROBEZETHEKIN
%,

2.1 SAP Embedded Services.

2.1 SAP Embedded ¥ —t X

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 assighed Embedded Resources.

2.1.1 SAP IE, THESCHE) 1Cx9 2 MaxAttention ¥ —ERADA =BT 5 30E ] ITHESH., TRROBBEELBEITTS SAP O¥FR—Y

V—2 (LLF [Embedded V) Y —2R] ) THEENDLA S A FF—LAICL D, TSAP Embedded #—t A | Z4RH#F 5, 23535 [Embedded U ¥ —

A)iE, MEXE) T D MaxAttention F—EADAa—TICT 5 H | ITHFEET D MMaxAttention H—E AHH . EE S
[Embedded V Y —2 ] T &2 MA3EIZxT 5 MaxAttention r—ERADZRa—FA 2T 530E] ICHZRISNAEWM (LT T# ) oY
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H¥dzox, DREEEEM] Mo, MEE] 1268 T 5 MaxAttention r—EZAD 2 a—FIClTA530E] ([CHE TS T4 v —OFTEH
IZBW B ICB b 325 (BT [Embedded V Y —R#E[M4 ) ) , [Embedded VU Y —RZ)] OERIT, [EXE) ORITHS 6 BEELIAIC
179D ET %, [Embedded VU YV —REFYT) (2%, BB Sz [Embedded U Y — A | ORIRHEITE T,

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:

2.1.2 WG LT, BB SN/ TEmbedded U Y — 2] IZL21F¥IT. WA HFEDOHADOEREITHEVZ AT 24T, KOEHED I H 1 ST
TR OMAGEDLENPLERS,

SAP Lead Technical Quality Manager (“LTQM”)
SAP Y= RF 7 =N I7F VT 4vF2—PYx— (LTQM] )
. Understand Licensee’s SAP Software solution, business processes and strategic direction.
. FAXLY—D SAP VT by T VY a—vay, EVRAT O ALK T A A BB,
. Provide strategic advice, guidance and assistance in the following areas:
o ROHWITHONT, BIKHRBE, 88, ROZEEZRIT 5,
o  Technical risk management/program management of complex Licensee Software implementation, upgrade and transformation
projects
o TFAEBLI—D VT =T OBMRELE Ty L=, ROERT 0 V=7 MBS S, IFEO Y A7 ER/ T 0T
PN SIS SN
SAP release & upgrade strategy that is aligned with Licensee’s information technology (IT) strategy
TA v —OERENR A1) BIKIZHR 72, SAP DUV —AR VT v 77 L— Rikk
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
o TABUU—OMEM 2 A b OEERHIERER, ROTA L —0 SAP (YT b7 ORGEE (b bilkenitiE) omf
REMEDFEE
Provide transparency for focus area progress via balanced score card including jointly agreed key performance indicators (“KPIs”)
NZG AR TH—F (MAEIZHE SN REIEE KPD) 72 &) (X0, BEAS B O RILO G FEB
Develop and maintain mutually agreed Licensee-specific MaxAttention Services engagement plans
HEICRE SN, 74 B —[EHAD NMaxAttention r—E R | =7 —T X v FEFEIORE & HEFFE H
Facilitate the performance of the MaxAttention Services engagement plan including the coordination of individual service deliveries and
SAP resource staffing
MaxAttention H—tE A | =4 — % v FEHEOEEOHEE (H %« DY —E 2 EfE K SAP DV Y — AR EOREE &)
Assist Licensee in defining monitoring requirements and strategy for key operations processes running on SAP Software
SAP (Y7 hy=7 ) ECEGTLEEREMN T ot 2B 5 BEREN L OISO ERICBWTT A By v — 28
Assist Licensee in coordinating, tracking and reporting SAP technical risk mitigation and Top-Issues at Licensee’s executive level
FAE V= DEBLALTO, SAP OEAMHY Y A7 @BIEN O TR EZERME] (T 2305, B OREICBNTI A vy —43E

SAP Technical Quality Manager (“TQM”)
SAP 727 =N FY T 4=FR—T%— (ITM] )

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

o AEINEERDEFICHE., WEROIELRZMT 2,

o SAP support requirements, Licensee support processes and use of SAP support tools (e.g. SAP Note Assistant, SAP Notes Search
and SAP Solution Manager Enterprise Edition)
o SAP AR—hDEMH, FAEL VDY R — F T REAKR SAP BAR— MY — LD (SAP /) — FT VA b, SAP Notes f#
Z&. O SAP Solution Manager Enterprise Edition)
Integrated end-to-end application lifecycle management
MEINEy RY =2 KT TV 5= a DI A4 7 %A 7 VER
Integration validation of complex Licensee solutions
TA v —OEHET Y ) 2 — a3 L ORARGE
Operate the SAP solution more efficiently
SAP DYV U 22— 3 D XY BRI F i
Accelerated innovation for custom built solutions and rapid prototyping
AABARENTY Y a—va DA ) _R—va i gllTs2L, ROTEY KTr hE AT
Solution availability management, monitoring and performance
YUa—va ORI AEER, BEHEAONRT y—v X
Risk mitigation plan(s) for critical maintenance issues
FRZRRSTHIEICBIS 2 U XA 7 87T
Incident reduction and/or avoidance
o AT v N OO/ X T[E]EE
e  TrackLicensee’'simplementation of SAP’s recommendations and action plans resulting from the delivery of SAP Expert Services hereunder
o AREGITILS L TSAP Expert H—t A OEMOFERICLD SAP OHERFER YT 7 a T I0D, T4 v —IZ & B EMRILO
BETD

. Provide periodic status and risk reporting at Licensee’s project management level
o TARVI—DT OVl I R—V AL UAVUZET D, ERSRILIRE KO 2 7 #WE O FEhE
. Manages quality gates for selected focus area projects
o BRENLEHANTFI V= MONWTOIAY T 47— hOFHE

OO0 00 OO0 OO OO0 OO0 0o
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SAP Enterprise Architect (“EA”)
SAP = H#—F 54 X7 —%F 27 b ([EAl)
. 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
o NIV I/TFIFIAR=b DI TFTREFTVIAD TV A EMAEDECEHENRT X7 7 F v —2RBTH LTI —%
FETHIED, TAHL =D [SAP Y7 b7 =7 ] Y Ya—ar, EVRRT 0w X RO a2 g+ 5
Align the Licensee’s architectural strategy and roadmaps with the SAP solutions and platforms strategy
TARY—DT —FT 7 F ¥ — T IEEL O — R~y 7 & SAP DYV a—rva k07T y M7+ —AlisET05bE5
Provides advice, guidance and assistance in the following areas:
WOGFEIZHOWTEIE, 8, ROEL R 5,
o Architecture for key programs
o FET BT T ANIHT DT —FT I/ Fv—
o Documentation of system landscape including solution, application, data, and integration architecture
(e)
(0]

IVa—vay, THVr—vary, =4, KORET —F TV F X —a GV AT ATV RAF—TDORF¥a A vTF—vay
Licensee’s establishment of an architecture governance board
0o FTABYI—IZLD, T—FT 7 F X —HNFT U AFHERDOERN
. Support LTQM to facilitate, where appropriate, the performance of SAP Expert Services including the coordination of individual service
deliveries and SAP resource staffing

o  WHEZJEU T, [SAP Expert —tE 2] OBITEZELZHIZTH LTWM ZHHR—bT25 ({HROY—E2EjEL SAP OV Y — g%
Eie)

e  Assist Licensee in coordinating, tracking and reporting SAP architecture roadblocks, pain points and mitigation.
o SAP T—FT U F X —DEEF, NAHRA L FROBBOFE, BHROREENTIAA B =2 ET D

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

2.1.3 T [SAP Embedded ¥ —E A ] X, FA4 B> —D [ F—I A b~ —V v —) Nifl#&%475, [SAP Embedded ¥—E 2] O
Aa—T7OEFEL, FENCHEHYFEDNERCLVHAICAETLIZ LICLsTITH) 28 TE 5, [SAP Embedded ¥ —E 2] IZHT D00 5%
Bix, W7k D%A B, TSAP Embedded Hr—E 2 [ZBIT 2 b DICIRE S v, OFEFHD SAP ¥ — & A ZBIHE L2

2.2 SAP Expert Services.

2.2 SAP Expert ¥ —VE R

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”).

2.2.1 SAP 1%, A/ _—varvi—vr)  [HFEREH . [7T—F727Fx =3l . EAYR—bF) | (A= F2 )T 0 LU=
TIAT A | PaaS & DevOps, B—T7H—F 47, = RKY—xr ROEH|] K/ Innovative Business Solutions #aR— h¥—
B2 ( TSAP Expert #—E R] L#HR) &, AESh NMaxAttention —ER] DU F = AL FEHET SAP £T 4B —ICLVIRE
S5 NEFEOEERRE] T (FENCH Y HEFCL2ERCTOMNREDOEEN D 2HEERL) &0 TEXE] 8T 5 NMaxAttention H—ER
DA A=A H0FE | ITHEE SNz MaxAttention H—E WM F1. TH]) Z& D TSAP Expert H—t 2| HEDOEYH T (LLTF lExpert
P—ERELE T ) 12OV T, BT 25513 H 5,

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.

2.2.2 [Expert ¥ —vEREYT) OFPEHNT, FA LU —iE, SAP OZORETHLZ [SAP Expert h—E 2] OFR—F 74+ VA6, i
@ TSAP Expert ¥ —ER] ZERTDHZENTEX D, SAP OBFED [SAP Expert H—E R] O—E X, http://www. sap. com/maxattention—
service-list (Z##E I TV 5,

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.

2.2.3 TSAP Expert ¥ —ER] OAF TV a—VEFRETHOIL, 74 v—1d, FEINZ LT IR E S 7z [Embedded U Y — R 1T
BT DD LT D, SAP (L. TSAP Expert #—E R ] ORMLEFHIK LT, AT Va—AE2RETH2OIC, 2 Ld 5 BEDY—FZ A
LEFET D, SAP IZE - CHEAARHEE CAREAR S AL, [SAP Bxpert ¥ —E R OAF Va2 —Li%EL, BlHo=—XcHE3&, BAELTH
270V NEMRICHES>TITH) 2B TE D, SAP 1E, T4 v —DFRL OB SE, BEFESh7 ISAP Expert Y —E A IZHET D
HERREZREB T 200 LT 5, ZOHGEICIE, EREROREEZEDOIFEELZ GO LD ET D, [SAP Expert H—vE A A shzBEIE, %
Y2560, [Expert H—EREIYT) HELSIDND, HEHMEIZOWTIE, [Expert Y —ERERYT] »o13ELIIMNBRWED LT
5o TABV—BTTICEFEFF A D [SAP Expert Hh—E R ZIEWI UMK L. £ [SAP Expert H—E 2| ORHFHETOREN 3 FHMH
KMTHLHFE. SAP 1L, FA L —0 [Expert H—ERELT) nb, TCIMELFEAO AREELIIK ZLBTE S,

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
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requires the participation of some or all of the Licensee project team. Prior to an SAP Expert Service delivery, the Engagement Managers will: (i)
agree upon a more formal agenda for the SAP Expert Service; (ii) the required involvement of Licensee’s project team members; and (jii) identify any
prerequisite SAP Software for the performance of the SAP Expert Service.

2.2.4 TABVY—F, TRV N F—LEED, IO TSAP Expert ¥ —t 2] ORMERITHONSM, B OB Y F S HEICEE SH
L2800 THbDLTDH, b T4 kry—DT Y2y bF—AE, TARYY—D (T Y=y bvx—Yy—] | METLIEV XX
TRERADELEE, VAT LEME, TI/T 4T a—F— ROPEMREZEE VXA T o A0 FRELZH YT OMBE THEET 5 4ERHD, 7
TVxFIE, T4t =0T a2 P F—AO—HXITTRTRBMT D MLENH D, [SAP Expert #—E A OFEMEICkLEL, T
F=VAvbwxr—Yry—] X, (1) [SAP Expert ¥ —tER] OXYVERXRT V= XIZOWTHEL, (1) F4yy—DFrY =7 |k
F =LA N—=ORBERBEECOVWTERET & L bic, (iii) [SAP Expert ¥ —E X | OEITOIZOORHEEMLILD TSAP YT b U =7
ZHABICT DD ET D,

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.

2.2.5 [Innovative Business Solutions #&— k] HF =Y —0 [SAP Expert H—t %] (X, TIDP ¥R—r] (FTRE 2.9 KITHLH) OXf

STho el (THIHE 1) 128 L TR, [EXE] 2T 25 MaxAttention h—EADAa—TF|ZBTHLE| ITBT 5D
MaxAttention —¥t A DT F—V AL hORERESRE L LTRSS D,

2.3 SAP Expertise on Demand.
2.3 SAP Expertise on Demand
2.3.1 SAP Expertise on Demand (“EoD” or “EoD Services”) is a remote service which provides SAP resources to fill Licensee’s need for short to
medium-term duration (up to a maximum of ten EoD days in duration) tasks. These tasks target technically complex or unusual issues that are
typically beyond the experience of Licensee’s staff such as: minor Modifications of SAP Software as defined in the applicable SAP license agreement;
minor configuration changes of Licensee’s SAP Software system; knowledge transfer on SAP Software and similar tasks. EoD Services do not
include: (i) reaction on Licensee incidents as these are covered under the Support 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”).
2.3.1 SAP Expertise on Demand ( [EoD] XIZ [EoD ¥—v 2] ) X, T4ty r—0EHIMNHLHHIF (FK 10 EoD HOHIM) DIEEDO=—
RENIz 72, SAP U Y =A% RMET LV E— = RATHD, TNODEET, —RENCTA B —DAZ vy 7ORBRE# 212, Bl
HOICHEMESUT R B 25 R e L TR Y, ZHITIE, %4875 SAP MR TERSND ISAP Y7 by =T | OBML TEIEE] | 7
ARy T—=D [SAP YT N T =T | VAT AIXT OMMAERET, [SAP Y7 hv =T KMTHT Ly Y R T RT y —RREOIEER E
BdHD, [BoD —t A WKEHUFEEENRY, (1) T4V =D ¥ Ty MO T 505 (Zbid, TERAMETHRREK) © THR—
K2V a—)v] ORGETHAH-H, ) . Xix (ii) SAP Innovative Business Solutions (2L VW BEFE S 7= T#&AE) . [EoD H—bE 2] 1%,
M) 12395 MaxAttention ¥ —E XD R —FIZBF 530HE ] ([CHET S MaxAttention $—ERHM ) . [#l] Z& D EoD %Y
THEIC &, TEEE ) NICRMtSh s (BUF TBoD #14<Ty ) ,

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

2.3.2 [BoD ¥—ER| ZEKETDITIE, T8 —1F, SAP OXEEEHT 2 [EoD # A2 | ODIEXEKVBEFEHRZYPI/RL, BHD SAP
Solution Manager Enterprise Edition ¥ A7 A%J LT EoD # A2 #iE% SAP [T 2b0& 35 (LUK [EoD #2277 ] ) , ZTDOHA SAP
X, IA4 8y v—D [BoD ¥ R7 | Bz niTbb0LT5, 74y v—id, BEENAT 2.3 FIHKESTHERD [EoD ¥ 27| KL T
WIRWIES . XUTES B3 L <3IEMRE LOREICL Y TED #2727 | NEBAFRETH 2HEIL, SAP BRT7 At v —2 b Sz TEoD # 2
7] BEETELIERTML, Zi#d 5D, [BoD X A7) 2% SAP IZE Y FEHRAFETH LA, SAP 1X. [BoD A7) OETIZONTOT Y
VarTIrvEIALA RV U—ICIET AL DO LT D, TARV Y=, T v ar T U EZIT AN, SAP ICKDEEORBERET 25E1E.
SAP (X, %% [EoD # A7 | ([ZHES ZHMORFEL Y (KGREINT [EoD ¥ A7 | OETETOHMZKIK 4 K L, FrZTET) 2l
THHDET D, FTABY V=R, ZORMEH Y 22T AN ZiE, SAP X, 727 v ar T T UIcfev, [BoD ¥ A7 | &5 T H1E( %A
ToHbDET D, ARBENIZ TEoD F RV | ZFETT DO LTZEBRORMEIL, TEoD HIM Ty bZELGINND, [ED +—E A (E,
FEHS 2.2 SRICEHT D [SAP Expert H—E 2| OEMICFIMTH I LT TE AR,

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.

2.3.3 SAP X, FA BV —0MEH LT TEoD ¥ A7 | HEEZEITT D702, M LA RE N ERSTbDL$5, 72720, SAP X, 74
TR TS TEoD #2727 BEEETRTBITTED I L XIFBITT D 2L 2RIET 2 b D TIE R, £z, 2D TED # A7) Z5E
JBATTERWITBIT L 2o B BIs, ZOBEMLEEA S bOTIEAR, SAP (£, TED # A7 | EFLEETTERVERIE. 74 —ITi@
MTLHDETDH, SAP 1L, [EoD # A7) ICBETO/EELZBMM L. ZDHYFL [EoD ¥ A7 | ZEITTERVIITET LW LT Li5a1E.
BEIEE OB O A, FRICKY 7B v—IlRZHT b0 LT 5,
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2.4 SAP On-Call Duty Services.

2.4 SAP On—Call Duty ¥ —E R

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”).
2.4.1 TSAP On-Call Duty ¥—ERA] T, EFHIGEL T, BEARAEVRXATR BRSOV TIA U —2KETHHIT, SAP OYH— b
AN OEBEL TG T LV E— T 78 AE T A B —IZR T 5, 502 TSAP On—Call Duty ¥ —E R) OMEFKHYGEL, [1HE)
IZxt9 % MaxAttention H—ERADRa—7IC§ 25 HE) IZHGT SNz MaxAttention H—E AR . [H) T& o TSAP On—Call Duty
P—tR] OEE Ty a0 THATES (LLTF Ton—Call Duty #1%4<TJ) ,

2.4.2 An SAP On-Call-Duty Services session is:
2.4.2 [SAP On-Call-Duty #—bE 2] O v 3 1%,
. either Monday to Sunday starting 08:00 and ending 20:00 the same day in Licensee’s local time zone
o  TABLIV—OBIHIFET, AL HEE T, 08:00 ([ZBMAL, FH® 20:00 12K TT 5,
. or Monday to Sunday starting 20:00 and ending 08:00 the following day in Licensee’s local time zone
o XX, TABLT—OBIHINFET, AMENS HEEE T, 20:00 (2B L., FHOD 08 :00 1T TT 2,

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.

2.4.3 [SAP On—call Duty ¥—ER|] DAF T a— VREDTZOIL, T4 —Iid, LT XIIHEE &7z [Embedded V ¥ —A ] (2, EHi CE
HEITO DD ET S, [SAP On-Call Duty H—E R ORF Y2 —AREIE, 5 BRIFTOWMZSMF LT 2,

2.5 SAP Service Level Agreement.

2.5 SAP Y —E R L_ULELH

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.

2.5.1 [SAP —bE 2 L~ULEH) | 1Z, [SAP Product Support for Large Enterprises ( [PSLE] ) HHR—KhZAZ T 2—L] [ZIMALTWS T
A —IZH LT, [SAP MaxAttention ¥ —EA] OZ U7/ —I X v FOHEHE L LTRSS, SAP Enterprise Support D% SAP L
FLTWATA B —id, TNHOLEMITHE-T SLA BEHS NS,

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.
UTO TH—eXL~L8ig ) (LUF TSLAL ) OFERISIEA,  NEXE] (T892 MaxAttention #—ERADRAa— 2§ 50#E) ITHET
52748y —DA VA M=V AT A D ([SID) ) OMAADLEICET S, 20 MSD ISR T 2RHREAM 2= L, > SAP 28 Tk
FE o1 0% THERE 25 LLTKRT D, 4BV —DFT_RTOAL Ty MIHLTHEASND, Yi% SLA X, 20 THEE] OfFkEk.
A DTEREREWN YR 2D b0 LT 5,

2.5.2 SLA for Initial Response Times:
2.5.2 YIS ERERICEI S5 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.

a. BEE 1 oA T b (TREHRI ) SAP 1E, TEEE 1) oA 7 MIHLT, 225 MEE 1 o7 v bz
SAP RZFHL 7=, 1 KA (1 B 24 BEREPIER) IRET D20 LT 2, MENEBE ORISR TEREEL KT L, Baror
VARRIARAIRDEBZOFITNRARE L R DGEIT. UFA VT MIBEE 1 280 4TS, i, BN ToRRIC Iy g &k
SND : VAT AOFEARE L, X SAP BEREDIEE . X TREERE] | K OEHERAFIN TE 20 E % ORBL,

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.

b, T 2 A4 T b (T ) SAP IE, TEEE 2) OA T Fy MR LT, 205 TERE 2) OA 5> R & SAP
O TBUHIE SRR PUCZAE Lictk, 4 RRBINIOEE T2 008 T 25, BEOETXRA NTUWT a VRERIEEE T, RBRS X0 %&
BATCERWEE, ZOA T2 M TERE 2) RE0ATOND, JHUT, HEDO TP va v ROV UIMEED FATICLE e BERE D
FRENECENE R R RE & 72 5,

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.

c. BEREOHIY CIZBT D FAMFERICOVNTIE, SAP @ THAZ~<H¥ K —K] Web ¥ b (http://support. sap. com/notes) > TSAP
Notes 7 —X~_X—2ZX| TAFTTES SAP Note 67739 ZBMDZ &,

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; (i) 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

SAP Service Description for SAP MaxAttention Services JAPANESE v.6-2020 5


http://support.sap.com/notes
http://support.sap.com/notes

herein. The SLA for Corrective Action shall be deemed met if within four (4) hours of processing time: SAP proposes a solution (status “SAP Proposed
Solution”), a workaround or an action plan; or if Licensee agrees to reduce the priority level of the incident.
2.5.3 BHRE | OA L TV MIKHTHEET 7 o a VISERERICKET 2 SLA : SAP 1%, F A48 —0 TEEE 1] oA 7 v MIXILT,
fRPR, [EEFENILT 7 v ar T Ty (BUF HEERK®E] ) &, SAP 3ind MERE 1) oA v Tr baZE Lk 4 RRUA (1 B 24
REFAE R EIR) ICIREET 2 b D L35, 7o a T I un MEERHE] L LTIA B v—IZRBEINDIGE. 20D T 7 va 7T U ITidll
TobLOEELLOET S, (1) LT o ZA0RE, (1i) SAP oY) Y —XORELZET, TEINTWIROAT v, (iii) ik
Tat ADTRIIMER T A B =R ORI, (Lv) WREARHEEIE T, SAP ([Z X AXHUEO AR, KO (v)  SAP ICLDKREIDT v
— FDHFE, ZOBDAT—ZRAT v 77— ML, ZOREETICWMONHEOEN, TESNTVDHRDRAT v 7 K OREIO AT —H X
To7T—hOHBEELLOLETSH, MEEHKED SLAL X, LFRFFFO 5 5, SAP IZLV A T v BB STV AT OH & ERT 2
(BAF TALERERRA) ). DOUERERRT) 1S3, A 0 F U R TBE T 72 a ) X [SAP MRRIEZIRE ] ORT—F XTh HERITE £ 720,
ZZTC (@) BT vayv] AT—HALIE, 4yy%yhﬁaﬁmﬁént:e%ﬁ%bx(w [SAP DRERRAIRE) AT —H A LT
T MSD ITHERT % TEIEHE] %, SAP WEEFHTHD L2 ERT S, [MEFERED SLAI %, QPR 4 BEERLINIZ, SAP ANk
( TSAP Proposed Solution| A7 — &X)\lﬂ?&Xi7ﬁyayT§y®T$%bth\X@?%tyv—ﬁ4yv?ybm@ﬁ§%r
52 EICEBELIESBAICRITIS N b E RleInd,

2.5.4 Prerequisites and Exclusions.
2.5. 4 HIfRAA R OBRIEE

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 Iog-on data to SAP.

a. ARG SLA (3. ﬁm(@% //7“/]‘ W2k LT R ORMHR SR 72 SN B A I 0B EA I D %032:?“5 (i) TFiE 2.6.
IR D T 2% ba— NI 2 BEERRSH ] 2R T TOHRAT, 4//T/bm SAP W RAT —& 2% ¢ mm%” %ﬁ

[SAP Y7 ho=7] ®U J—2R|Z @@LTMé_&\( i) AT A, SAP OF DM CTRBTOA > ¥ F v MU e 7oA U RIEICHEY
WG SN T =12k LT SAP 23 HEIE AR U A 7 0T LB 22 BIEREME H (SAP Note 16018 XiEZ D% D Zhil ﬂbésMNMe_ﬂﬁénf
WAHED) NEENTEY, SAP Solution Manager Enterprise Edition AT ALZNLT, I B —ICk W WETHLEIATWS Z &
1ii) AT bR, AL AN =LA T F A XF BERRSTFA LT F A (IZ#STD SAP Y7 =7 ORGEY J—2A

BELTWD Z &, (E%F1J@4Vyfybnomfi TA ey v—id, LT ORI TRBER D D, @)%%&U%@HV*
ASDEBIZONWT, SAP AREA T 5 72DicHaeisaiiifiahcns &, (b) I8 —iE 1 B 24 FEHEPERT SAP L
MCEDLIIT, FABY =BT D MSD (TS BHICUE T, MBEE 1) OA v T v MR 2R CIELRD AR PL—=
T ROFREM AT, RWEEEAFET I LN TELIHYELRET LI L KD (¢) VAT LA~D U E— MNMERARGT D720, FLFEen 7
FUTF—L% SAP IRMET D200 T Ay DS HEERMETH 2 L&,

%

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.

b, BABUE LLFOXAT0 THEE 1] O 27 ME, SLA @xJ%ﬁ%Iﬁ%ﬂéhé (i) SAP PHIE T — 7 RUF WML LT A X A
a— RERE, 7480 v —D7OICRNICHBEINTZY 7 b7 =2TDV U —RA, N—=U g RO/FH L IIHEEE (SAP Innovative Business
Solutions MUYVA L <X SAP OFSHIC X VBRI NI b DEET M, :;m:IIEZEé;hf;b\) T AT o b, (1) S=FF—DT K
. BRI IIEEIC L D EBRARARENA—Y g VBT 24 00T 2 M REAZNODEBIN—T 9 23 SAP XU SAP DRt
WXV ERENTZbDThH-ThH, PRI SN, (i) AT POBERICH HMAFR D AREAETIE R EROXMTHD LD

(LT TR ) o XA v T v IR a7 ¢ U 7RISR 5 0,

2.5.5 Service Level Credit.
2.5.5 yY—ERAL~YLr LYy b

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.

2.5.5.1 TEIHH ) 2B 59 XTO SLA IZOWT, #HAESNDOHIRNIC, BHFEORED 95% (TS LIzSE, SAP X, EFEd SLA IZiE->
FALDOEFEEZR- LD LARENDIBDETH, [MaxAttention ¥ —E 2B TOEF O TEUEH] 2B WT, T4 B —2N 4R
L7z L3 SLA [ZHEo7zA o7 b 20 MR (T7XTD SLA ITHT5ET) OBFE. 71—, 4% TEH) (2T, SAP
DIRE STz SLA OWIRA M LcA o7 2 b3 1 LT ChALE, SAP 13 EFE SLA X7 HEDBRBER-LizbD LA IND Z &I
BET 5.

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; (i) 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
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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.

2.5.5.2 LFEH 2.5.5.1 &ML LT, SLA [ZXT D HIRNHEZ S - 8E CLTFZERZEN [SLA RET) ) 1. L FOME K OFIE
FEATLIbOLTS, (1) FABv—iF, HLLTS [SLA REfT) Z2FEHE T SAP [ZEMTHbDET S, (ii) SAPIEL. DB TE
PEL., 948V —OEEOEWMESZHRRITE T T2HEE, 4By —ICH L TCEBmTITI> bD ET5,  (iii) A4 B —IF. SAP
D SLA FERLDOATREME A 5T ARIBEXIE T 0 A2 RIET A2 0 SAP OZHITx LT, AHMARAKEZBETI b0 4+5, (iv) AE 2.5.5
GEEME LT, MFICHESE SAP @ [SLA RIBIT) MIGES A, SAP X, 742 v —0REIO MaxAttention ¥ —E ARG OFER
FIZBWT, ZhEno [SLA RETT) Bl SNGEA SN Y5% TIEE ) x5, 74822 —0 MaxAttention Hh—E 2K 0 0.25%
YO —E AL~ LYy b (BT TSLCY ) 2#MT2b0L3 25, 72720 TS Z&o SLC o BRRIE, B34 MM (4927
At —D NMaxAttention ¥ —E 2B @ 5% L35, T4t —it, TSLA RIEFT) MFAE L7 TELES) o&T#H 1 B HURIC,
SAP 12kt LT SLC IZDW T OMMAEIT I EHLAE A I, SAP BT —D SLC ICOWTHRILO i/ BN COERESZHELAVEY | EH
SIS bR, AR 2.5.5 FICFEHT D SLC 23, W LN CTHNIIEBED TSLA RIETT) BT 574ty v—I2 & o TOME— 228kt
eRHFERTH D,

2.6 SAP Root Cause Analysis for Custom Code.

2.6 HARZ ba— FIZH$ 5 SAP OREERE 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.

2.6.1 SAP BFE U —/ RUFTHEINIZ 7 ALV —DHAZ L T— RIZONT, SAP 1E, A48 —REEE 2.5.4 (a) I TR

Uiz, [ECE) 1S % MaxAttention B —ERADR a—FICHT 5 XE ] ICRHOTA B —DA A b=t SID OFMAAE I
T5 TSR 1) RO MERE 2) O Ty MaEA SRS, 8§ 2.5.2 F, KO 2.5.3 FRICEHT S SLA IV, Sy a2 UT 47

WRBEERR ST AR — N EREE L, A VTV NORRRD DT A X AT 2EARH D, ERE 2.5.4 (@) FOREO SLA I

BT D RIHRSRMICINA T, SAP DO h A% ba— N2t 3 2 BERK I h— 2 &% 570121E, 7422 —0D SAP Solution Manager
Enterprise Edition ¥ AT AITEBWT, T DORFETRFTO SAP OFEHE GEMIZ SV TIE, http://support. sap. com/supportstandards % &R0

ZE,) ST, TA Y VDI AZ Aa— RBREES N T RITER DRV, 20 MSD IZBWTHK T2 EDNH 72 LTH, SAP
E, TA48 Yy —DOHAZ L= ROA T v MR/ ELIEEFICOWTARENDO H HRAFRAFET L2 L2k, F42V—DH

AL LA FIZHETL2HERE LHOA T2 MZHOWT, Bid$ 25 MEEHED SLA] ZBITLIZbDLBREND, SAP XD I AZ La—

RT3 2 BEFREER D 1TIE, T4 —DHAZ L a— FOERERNTRLTH L0 rb o, F48 v —DHAZ La— FOFTIE,
EHETFE, XI3A o7 v POBRERET D 2 LidEEnLy, TR ICHET EIERA T v MERIL, BIROZKITIESN T SAP
Innovative Business Solutions |ZX VRt SN BLEANRH D,

2.7 SAP Product Engineer on Demand Services.

2.7 SAP Product Engineer F v F < F¥—E X

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.

2.7.1 TSAP Product Engineer A>T~y K¥—t 2| ([PED +—t 2| ) %, BERAETIHAZBVTY T—h—bERE L, PI5%ER

DLHHO SAP OFR— V=T (R V=T ) ~OT7 72 A% RMET 5, BEOMBEIIUTREENDIN, ZhBIZRLAR

Vo (D) ATy MITREO S, (1) BB OMR/EEE, (i1) A NS T 770 A0 (iv) Y7 MU =T &g [PED $—E X I,
MESCE ) 12845 MaxAttention H—E 2D A=Y 53XFE (ICHLs M, [ABBIC AT L] o7 SV r—vararyfR—xr b

ROKNET D T4 —=DA L X b= DT LTRSS,

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.

2.7.2 A4 —I%, SAP DX DR ETHRFOA T MLl 7' A U FNEIZHEVY SAP Solution Manager Enterprise Edition % U T, B
WY SFEMFEEZ G L2355 IS L5 o T U b EREL, RIC RGP =7 ) LEfEEIy . MGz Y=7) PHEELZH#HC2LED
HOUBT DAV T Y FOA— &AL ZEICEY, [PED y—v 2] BT 5b0LT 5, [PED Hh—v A ] jF, LLFOHITK L CEM
b, (1) MHEXCE 1Zxd 2 MaxAttention —EADRAa—FICBT 5308 CHRREN [RKB#IV AT L) 77V r—varay
R—H T, SAP BHFAT —FZ 2% “—igf” EHBTDbOICHEET LA v F b, RO (i1) TAAA AP —=LbATF R K
O/ 3E HERRSFY—E R \ZS T2 KRBV AT L) TV r—vararfR—xr bV Y —RZHET L5127 0 b,

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.
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2.7.3 [PED H—bE 2| Z1F, THKR—PMAF P a—)b] ICEISEFIAFRREAY—E A, TV E— M—ERAORMIEFEN VY, ST HIZ,
[PED ¥—E &) X, LFOA Ty M aniwy, () 4y —HHICHE SN TABE Y AT L) 77V r—varay
=R FDOY Y —R RN—=Tg v RO/ XITHEEEICEET 25 5@ (SAP Innovative Business Solutions KUYV X SAP O F&fHic L VIR S
TEbOEELN, ZHIRLNZRY) o (1) [AKBEBTAT L] 77V r—YararyR—xr MIEENT, X— b F—0O7 FAv, L8R,
MUHMEEIC L WV ERESNZERI A=Y g 0%, YUZEDI A= 3 028 SAP T SAP OREEAIIC X o TER ENTZEE TH - TH RN KBRS
Ihs, (i) A7 v bOBERICHHMAFKBREATIE AL, #BiEoxmTd b0 (LLF TBEREKE] ) | IA v T bz
PVT 4 TR S T A L O,

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”).

2.7.4 SAP 1%, [PED #—EABHAAH ) A5 4 BHLIPIZ, NEXE] ITFF 2 MaxAttention Y —EAD X a—7FIZT 2 3#H ] ([ZREfSh
7o RBEhY AT L) 77V r—vararf—Fr b VA M= LOFMAEDLREIIH LT, 1| 40 [HE=V=7] 2E0 LTS, 2h»
5 e =71 1%, [PED ¥—v R BWARLET DA VA F—/MIBHET 2 SAP OB EOFEFTICHEA Sh, L FEFMNUE S AKA
R, BEEEDOFRT 8 M b 6 HETORO 8 BEICOWTIERAIREL 725 (DL TPED H2EREE) )

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).

2.7.5 I v—iF, THEXE] %45 MaxAttention H—EADZXa—FICBT5CE ] ([CRBSHhE AR AT L) 77U 47—
YararyiR—xr bl VAN AEOMBEDEITOE, REELFEE WK RMEYE ( EXFE] 14T 5 MaxAttention H—EADR
A=Y o E ) ISR SN HEEFALE LRET D) (UUF G4k —0 PED #4%F) ) %, BEH®D SAP Customer Center of
Expertise N THRAT HZENTED, T4y —iF, 20D (T4 —0 PED 4% (XX 94> > —d PED {1235 2 HHER
5 ZDIVIZARBEN) ~OEfEMN TR AR OFEME R (FRICE A —AT FLAKROEREES) 2RI 2b0e45, 120
=@ PED HYEF| T, FA B —ERR L TUERBRREZIT I, YEEMRELEH R 6T LN TED, HREZ 52 60T
T4 —DOREF LT D, [PED b—v 2] I, fEEShTz 19482 —d PED 2% ) [ZIREL TR SN D,

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

2.7.6 [PED ¥—v R REOWEHL LT, 74 —n PED Y% LRBIN TGz P=7 ) 3, MO TREE 2T L] 7
TV r—varary®R—3r b A = VOMABEDRICONT, RHOHREY—E A% 1 b, HFEATELTL2bDLTDH, ZOREF—
E R, SAP OBUE K OLEICHK S bDET D,

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

2.8 SAP Accelerated Incident Management - Basic ( TAIM - Basic] ) ¥ —E X

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

2.8.1 SAP {F, MYFFICLDFRCTORBEDOEENHLLEERE, 4T 25 [SAP R — MK ITED D, THEEE 1) kO THEEE 2)
DA Ty MUEORELIZIS W T T A B v—& AR — M 5728, BIHIRCTHARER 225 &M H OFHT 8:30 225 5:30 £ TOM, SAP
DO R— MARENOEFE 2 FETIE4 S YSE (LLF ISAP A Ty MNEEE] ) ~OT 7w 228t 5, [SAP 425 MEBHE] ©
fEdnid, NEXE) OffREL 6 HELNIZITbh D,

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

2.8.2 TSAP A7y MERE 1, UTERMT5, (1) TEE 1 RO TEEE 2) O 7 r MTHT 510 o7 v MEEROR
WEARL, (i) BRENTV AT LOTRTOLA Vv F v MEREILB TS T4 v v—DA Lo F v MRIROBIEEE . (iii) 4>+ F b
BHFHOT NI =AY by vay, W (iv) 748 =0 07y MRIROHERD T DIZT A £ — LT EHNAR Y T — b
o

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

2.8.3 MA T, SAP 1%, [MEBRE 1] O LT U bT, T4y —EE LICFEEYE LT (T4 —#24%]) ) LUE— h Tl
EBIToT2Y EOIEEAT O 12DIT, SAP DY R — MEFEN TREBFRLEBRE PG TE D L 91292, AHRRERE OEmIT, MEEE
I OA YTy MIBWTHELENTZT A B o —DEFEORK) 1 RRERIITON D, Ei SN ERIIRREEEIL, 748y v—oiiy
F)BFATE ROVTAP R OMRECTHEEGEmT 2 0 (1) TEE 1) oA o7y POMRIUIERSR, (1) A>T Fo#Eg
FEL-ovd, MERE 1) DAOBEREL~A~OFE T, X3 (ii1) EE Sk SAP OSFDOMLEMS Z Lo, MUEHICLDEE,
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.
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2.8.4 [AIM - Basic —t 2] 1%, [{E3CE] 125125 [MaxAttention $—EAD Ao —FA T4 5 CE: ] ICHIZ SN, BESNZTIA
—DA A=V AT A ID (SID) OfAHEEDE, KO/ XL SAP 7T 7 KYy—E R ] LA VA M= IVDMABEDEIZONT ORI S
b, 742> —Ii%, SAP Note 2649568 |ZFtfiS iz SAP [7 70 RY—E Z) IZ25W T, [AIM - Basic —bE R Z®NTHZLNTE
b,

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

2.8.5 IV, BK 3 ANDIFELFE L@ YE LI T4 v—0 AIM HYF] ) 247252083 T&E5, 748y —
E D T4 —0 AN 23] ~OEE rIREZ . B OFEMIER FFICEFA—AT FLARWEFEES) 2R 0L7
%, TAIM - Basic ¥ —E 2] &, &Nl (T4 —0 AIM 453 ICRE LTRSS,

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.

2.8.6 [AIM - Basic ¥—t 2| ORHEOHEFOIZDIZ, T4 —0 AIM HYHE] LEMESNZ TSAP 4227 v MEER ) 1%, #IEO
By Yy UV E— FRFEEALFET 1 BEMTIED LT D,

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).
2.9 Innovative Business Solutions IZ%x}9% SAP X—RXFA P H—bF ([IDP $R—1] ) MIDP HAR— ) Tik, [MECE) cik-s<
[SAP Innovative Business Solutions BRSO A a2 —7 1235 3¢E) | F MAECE) 12T 2 MaxAttention ' —EAD R a—7 12T 5L
) CHTRE R EEBME]  (Sow)  ( TIDP ¥ aR— Ml DA 2 — 712+ 5CET SO ) IZESWTIA oy —citsn, %
ANBNIZTRTO TR [Z2oW T, REICIRMFEn TR 1) ICRHET 24 o7 v MU OV R — M — 2 s g, 72720, FF
AP R— NP BEHAEINDY 7 b =T (ZHUZiE. SAP Enterprise Support., XiE SAP Product Support for Large Enterprises & &del’
INBIZRS ) <,

3.  Engagement Management.

3. TUF—TRATPOEHA
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.

301 HEHFHIL, ==V AV MR —Vy—] B4 TDH2LDETH, SAP O [ F—U A b= —Vy—] (X, BB LTQM &
T5, T4y —0 [ F—URA 0 bR =V —] 13, EENRFET, I8 —2RE L TRELFTRRELITH 0, YETEREL
B#R b72bT I ENTEL, MREF520NT=FH LT D, 20D [ F—V R M3 —U v —] 13, BEWCEBEICH LT TRREK)
OFMEEEHETLI O LTS, BEINZ SAP U Y—RZX>TEITENDSTRTO MaxAttention P —E R ] [ZONTiX, A4V —D
(2o =V R b=V —] LTEEITIBDET D,

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:
3.2 7. [MaxAttention ¥ —E 2] Ot MYFHIL, EWNICEKASHEELRET 260325 UUTF (278274 7I—=FT 4271 ) ,
WD (2787747 I=7T 4 7] X, MEFHFIL> THACAEESNARHKOCBAMT, 272 LM 1 BEHRT D, 2025 [
TYIT 4T I—=T 4> 7] OHMIE, TORFETREO MaxAttention H—E 2| OIS T, MaxAttention P —E R OHMEE
T DT DIZE R DU RBLENE D e, kL T, HEDGERKREIT) 2L Thd, I —7T 4 V7 T, KEESHOEBRIIC
BT 2R AREEITO DO ETDH, THIILTREENDIN, ZNUBIZREINAR,
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
o  AEBESNEEEXNSH®., KPI, RV MMaxAttention —E X ] T2/ —V A Rt E OEICIHIT 5, [MaxAttention H—
R Tl AOEBRI O
. Identification of risks and/or delays that may jeopardize the performance of Licensee’s SAP Software solution including risk
mitigation recommendations
o TAELYI—D SAP YT EUxT] VY Va—varORT v U ARGERICS LTRNOH L ) A7 RO/ UTIRIED K &
(U A7 8 DT 8 OHELTRIE & & 1)
. Implementation of recommendations
o HERRHOFEE
. Discussion of open issues and any change requests from either party
o WTNDDYFEE DO ORMER O FRE N O B ZRIZEE 5 Wik
e Relevant details regarding project organization and planning
o TuTxl b OMEROG IR 5 B SE

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.

=T AT OWMEET, SAP O TSPV RA bR =Ty —] MERL, FAEL =D 2= DA b=y — ] ICEM LT
MEZTH2HDET D, P REEOZEE 30 HEALNIL, 74ty v—0 27—V 20 v s I ha~v3—Yx—] B, @&

SAP Service Description for SAP MaxAttention Services JAPANESE v.6-2020 9



A

WTHARRZRE TR EZRHT 22 1280, FHIC L > TREFICHEELZHAD 2P0 83, YHEHII A B —Iic kv R
SN D ERREND, MEEFL, AR L THREH ”Eﬁkﬁ)ﬁw&%lb HKBE O THEZRD T2OICREIRZ#ITT 20D T2,

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.

3.3 SAP 75T RDHNRF R T4 &L —I3 SAP Preferred Care, cloud edition, &0V XL SAP Preferred Success, cloud edition ¥

T2 YT a v EFoTnEEE, [HR—FoF A =R (43%AEIL SAP 75 % R —E ATV HE— IR o—| ICEZSNT

W35) 2. MaxAttention H—E R | OHIREHPIF ONZ SAP Preferred Care, cloud edition, M OY/XIX SAP Preferred Success, cloud edition
DY TAI Y Tarvk oAy r—0nikEd 5R0 ., A%E 3 RICFEEHT D MaxAttention h—E R | O U7 —T X NEHEH NF U RATH

HANBND [Thbb, [Z7E87T74T7I—=T40 7] XBML, fFEESN 2=V R bR =V v —] EOEEZRET L],

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.
34 MYFEHFIIZKE, 48y —DOFE=FHDOa YT 4 T8~ hF— (L)T (4 v—nX=1rF—1 ) OWHIH»., EHO
MaxAttention h—ERA] T 7=V AL RO ESTRARTHD ZLICAET D, 748 —1F, 20D T4 —D/—k
F—1 B, T4 —OFEL, 2o MSD, KO [ECE] ITkT D MaxAttention —ERADRAa—7ICT 5 E] #WFL, SAP A2
MSD B R [ 12xtd % MMaxAttention H—EZADRa—FzMT 5 LE] ICESHYDOEBEZBITTE S L H1T, SAP b O/
PO FFFIZHES T SAP I T DL 51T 20 ET 5,

Licensee Requirements.

S —DEH

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
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.

4.1 THEESCE) 2S5 % MMaxAttention Hr—E R %S 572000, A4 v—iE, (1) [MERAMEZHRN) CESTRTOIFR— M
4 (4725, [Enterprise Support $t4:] XiX [Product Support for Large Enterprises £}4] ) OFXILWEkGi+T 5L & bic, (1i) =D
fi,  TEEFIMERFRESAKI) . GTC, THESCE) . KUY MaxAttention H—ERADRAa—FICBT50HE ) ([TESSBHORBEEIT LR TUTRS
B, IA4 =1L, [HR—=FR&Z T2 —/L) IZHEV, SAP Solution Manager Enterprise Edition AT AZA LA R—/L L, REL., M
OFEHLTWEHD LT 5, ZiiE, SAP Solution Manager Enterprise Edition 7%, [HEZEHE] . a7 PR AT o A KR A[ RS A
TAEREXENT D, P REMT T F T — L THIDTHD, T4y =%, PR RTT2—) Zi-T, UE— M
KOTF =27 72 A% 260 ET 5,

General Provisions.

— 4R

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

5.1 flJ& S4u7z [Embedded U Y — AL, SAP UFZDfthd SAP BHE & g HEAICIE D 2 il D FERRIBIZ S T D HERE A5,

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.

5.2 PRI 2=k —a U EMEICTHIZOIC, MYEHIL, MaxAttention Y —E R ZiRHTE-ODOSHEELREBELTHILICAE
T %, fHx @D MaxAttention H— 2] ([ZBIFRT 2 BIEIFHIL, 2EFET SAP U YV —RITRMIT DD LT 2,

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.

5.3 A v—ik, BEBShz SAP oV v—2x ()& &7z [Embedded V Y —A] Z&Te) M, SAP OFEEFNLZ D MSD (2H3<
MaxAttention ¥—¥Y A | OIEELZETHLENHHZ LICRIEL. Zhae THRT 5,

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.
5.4 SAP 23Eftd 25 MaxAttention ¥ —ER] OAI—1%, SAP [V 7 by =7 ] OGBS O Lo % KB 5720, EmiC
X% 90 HRTE COMWENTLY , 4 1 [8] SAP 12X > CHMNERE SNG40 H 5, 72720, [MaxAttention h—E A | ORI —T1TBIT 5 Y%
DETENR, YT 25 SAP [T ALY ICEEIN [FEE] NT MaxAttention —E R ] OHT 27 VT a3 %2175 TWLRERD
fLEITICH D SAP DT A B —IZ LTh, BHEND Z EE2EMHELT D, SAP BAE 5.4 K-> TAI—TEEET O BIREEITHEL
THEIL, YA FEZ T B V—REETERVWREE, 48y —1E, D2 Aa—TERIZL-> TEEEZZ T [HEXE ITHTD
MaxAttention T —ERADAT—TIZRT H0HE) %ﬁﬂi%ﬂ”é ENTE, TOMBIT LD 90 ABOM FRICEDT D, FA4 v —2E
FEMIEINICIRER 21T D72 WA, YA TIXT7A By v—Ic kW ikgE SNz L A s b,
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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.

5.5 BH&ix, 7 Ay —IZxd 5 90 HETE COHFAMCERICLZBIICLY, BFEIC | RIEEINDZ LR8BS, SAP BRETEROSEICITHE -
TEHEET 21T 5 BRI 21T LB A, YFLEFETA B O—RNRETERVEE, S4By —id, bR LERo@misE 71t
=R SAP MO ZELE, 30 HURNICEmTHRMT LI LICLo T, 03B ETIC Lo THEELZITS EXE] T3
MaxAttention H—EADAT—FICHTHLE] 2HRTD2ZENTE, ZOMBRITLZEOEMEZEFRBMMN /L ST S OBED K THHIZR
T B, T4 =0 ERIIBNICHEEREZITDR VWSS, YOS ERIITA v —IC L VAR SN L AR END,

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.

5.6 [MaxAttention H—v X iF, (1)  [EHAMEFFERK) IS THR—- RS Va—0) RETLESE, T (1) FA4Bro—
NZD SAP ¥7R— b (SAP Enterprise Support < SAP Product Support for Large Enterprises 72 &) %7 A7 Y 7 g %, SAP Standard
Support \[ZAE L7256, TORHZEHH L LTHKT T2,
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Exhibit 1
B 1

SAP Baseline Support for Innovative Business Solutions
Innovative Business Solutions IZXf$ % SAP N—RF A V¥ KR— |

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.

Zo TR 1%, TR 1.3 RICEDDITRTO THEEE) mido, AETHEMEZED S Innovative Business Solutions (Zxt9 % [SAP _X—R T4
PAR— b ORMITEA IS (LLF TIDP R— 1+ ) o 72720, $8l72eY R — N3 (SAP Enterprise Support Xi% SAP Product Support for
Large Enterprises Z# @ N ZIVHIZRES AR BDEHAEND Y 7 ho =7 %<,

1.
1.

Definitions:

B

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.

L1 HERYZry=7) 20 TR 28T EARY 7 ho =7 ) Lid, THEEE] OA U X P — A ROMER ., T NCZ OEMED AR & 725
[SAP Y7 b =T W9, TERERYZ R My=7) 13, 20 T IZESWTIIEAMETFE ST, JIRERMETFELZT D0NERD D,

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

1.2 TEFHEERA N 0 2o TR 2BV T EEEKARA > b Lid, BEIN/ Customer Center of Expertise (BAF [Customer
COEJ ) . XiF TIDP ¥R — ) F—ERZERTDHER TG SNZT A —DHEERZ V9, Customer COE (ZOWTIE, THR— 27
Ta—v) OB LM EH S D, Customer COE AFIHTERWEE., T8 —i3 SAP ([Zx L <, FHlilcky, TIDP HaR— k)
A EERT DR E A 5T DR A LT RS A,

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.

1.3 THgRe) : 2o M3 1BV T TBERE) &%, THCE) 1S9 % MaxAttention ¥ —EAD R a—7ICBI$230#E] OF 1 FKICFHEO
[IDP 7R — Ml D A 2 — 72T 5 LT SO 1ICESE, T4 'V —0 SAP DA TE Y 7 b7 =7 UIHRE, KOZD R¥Fa A

T—ariEnd,

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.

L4 TARBBCAT L] - 20 [H] B80T TRBEBIY AT A &id, TR 231 VA b= SNDEBB > AT LT, il o ERBLIIC
FHEN, T4 BV —DTF =2 REBRENDI VAT LENI,

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.

L5 ISAP Y7 ho=7) 20 IR IZBWT [SAP Y7 ho=7 ) Lid, TMERMERFER) [ZHSE SAP 2D T A v o—ITil HHERT
HEINDTRTCOY T by =T EWVD,

SAP Baseline Support for Innovative Business Solutions.
Innovative Business Solutions &% % SAP XR—X5 A4 P HR— b
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 supp ort 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.
2.1 Zoo Tk ([ZHES RS D TIDP HaR— b id, NEXFE] T35 MaxAttention H—ERDZRa—7IZHF 530FE] (ITi#EO
[IDP H7R— MEK O A a—F 1T 5 CEL SOV ICESE T v v—icitian, T/ v =N AN R CR5n 5, [1DP
YR—b ] oY —v2F, AT =7 OV V—2%H5 HiE) OMiEL . @50 TP P& — M#Etk D 2 = —7IB3 5 0HET
SOW) KROEDEME R o2 A>T — a ATED DFHREAN ( TIT) ) BEICBWTYR— 425, NELEICHT S MaxAttention ¥ —EZAD
Za—FICBT H30E ] O MaxAttention H—EXHE ] TIZT A o—8 THEREl 22 ANSEA. TIDP HR— MK DO 22— 7|2
FTHLENUT SOW) @ TIDP HR— b ix, TEXE) OBERCTA By V=084 L, %i% ECEICHT 5 MaxAttention h—E 2D A =—
TIBET 2 0E) H 3 ST TIDP R — b BNAMEESNTZBAD 1 BB I, [HHAKEHEREN) KESX T2 v —pMl
RS2 T 22 DOMDOTXTO [SAP Y7 ho=7 ) X, 20 T (CESE#RHEIND TIDP ¥R — M — 205 HRNICERS S
Do

2.2 IDP Support is provided during IDP Support Office Time and includes the following:
2.2 TIDP HA— by ix, TIDP ¥A— MEHERRH NicRitsh, BIFREERD,
¢ Incident handling by SAP for problems related to the Features
o THmEE) (CBIEIF DRI T D, SAP ITX DA T MR
e Coding corrections or patches (such as altered programs not reproducing the referenced malfunction), or workaround solutions or action
plans
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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.

o THERE) OHFR— IRy r—2  B—DBEEDFEEFEELBO TTODOEIE Ny r— IIEFOBRERICH T 2488, Zhik,  THEE)
BIAE =0 [FERBE)C AT L) THRESND, IR S AHGE T I i,

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:
2.3 TIDP HAR— b (AT 23R — FREERBEIC OV T, HEBISES KO %2175 72912, SAP £, SAP @ Innovative Business
Solutions PN T, 74 L v —HOBMKBYEEIELTD ( [IDP ¥R — MMEfi~x—Yr—) ) o [P - — MEH~F—V v —) 1T,
THgRE) (T332 TIDP B AR — k) DRUHIBET 25812, KROIEEZIT O,
e Setup and management of the Licensee's incident component and associated incident queue(s)

o AR —DA YT U FAVKR=X Y PROMEET 5 VT bxa—Dty T v S RUER
e Manage SAP Innovative Business Solutions internal support team assigned to provide IDP Support hereunder
o AREFTHASNT TIDP YR — b Z4RHF 272 DICHJE 7z SAP Innovative Business Solutions OFENYHR— hF—ADE

o 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

e [MaxAttention ¥ —E R ] Z U HF =V AL b = ARV R—=r7F ] @ [IDP AR —F )] ICHEE#EST S, 4T3
MaxAttention H—t 2| OFFE R OHMAAIIZET D T OPF—k

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

e [MaxAttention ¥ —E R | = HF—T AL O TH—EARONYR— 7T ) IHAEANLNT TIDP HAR— b (ZBEL .
[MaxAttention ¥—Y 2| O7 a7 hL~ULTH, KV —E ADORMOHEICK TS T OV R—k

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).

o [IDP YAR— b IZBH#ET HIVEEZR S (=T8I T4 T7I—T 47 ~OBM (FobzxiE, 48— T MCET
&, TIDP ¥R — b ([CBE 5 MaxAttention ¥— v 2] ORMICET BRI OME2 L) o

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

3. FA BV —DRiREHE o TR ICRElT D TIDP ¥R —h) OV —REXITH7DIC, T U—id, ROBEFENZTbOLT D,
3.1 Fulffill its obligations under this Exhibit, the Order Form and the Agreement.
3.1 Zoo THURE) . MEXE] | RO TREK) (TS ALORBEZRITT 5,

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

3.2 BMT D THEREl OSEERHC SAP O EE CIRtERIA VYT U haryR—x v MEFEHALT, YR—bMRATVa—)b) IHESETA
Ty IR E N ORECRITA A% SAP OV R— b VT TART I T ¥ —%N LT, TRTOA VT hEHEFET SAP [ZIK(E
T2, T4 =0, THE) ICBET ATy e, BMIERA VT ha v R —3 0 MZEIV Y TEHZERTE o EAIEL. SAP
DGRBS CEYMWT LFATT DM, A v T2 MCKT 2 SAP DIRENEIET 25805 5, HiETEPNLTHRNA 2T » MIOWTIL,
SAP XIEHE., UA Ty MEFIRLAEZE TRITIEZOLEZITO ZENTET, A T v MOLBIZET HMNAESIK BN 2D &
Z, IARy=3THL, ZRICEET D,

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

3.3 FABLU—F AT UMREDIIICELEPERBT I DL L, BEICL-oTE, Z2OA T MEFEGELRTNIZ R B0,
TABL—IE, SAP IZX DA VT hOGHICBII L, SAP (&2 TIDP R —h) h—EREZZETHHD L L, LERGEIT, ZOHM
DIEDIZTA B —BHEOREELZTET 200 LT 5,

3.4 Licensee shall classify each incident in the Features or related documentation in accordance with SAP Note 67739.
3.4 FA Y —IE, SAP Note 67739 (Zff-T, [HERE] MIIFET L FX 2 AT —va VINOERENDA VTV MEaET 5008
2o

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

3.5 TABLU—IT, A VVT Y RNORHITEN DA H D, T4 B —ICL D I TA By v —DEITER SN W ZE R OIEE ( (&
IE] XK 7 RAy) 728) BT 5EOTRTE, SAP ITREELRTIUER S0, T4 vy —dE e, 20 D82 K OPRBRIZ OV Tl
IR O AR L, BERGEIX. TR T 27 7 B AL SAP IZfHE LT uid 2 b e,

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

3.6 74T —iE, Z0 B ITHESNT, THEEE) TR LT SAP Ot End a—F 4 7EE, Ry T, BERETE, yHR— by r—
T EETATHEA LT hiEe b,
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3.7 Licensee may be required to upgrade to more recent versions of its operating systems and databases to receive IDP Support services.
3.7 74y —iE, TIDP ¥AR—h] h—ERERZF DD, BHEDOAXL =T 4 LV TV AT AROT —F_X—=2A & LV FLLWA—T 5 1
Ty T L= RTBHIENRELRDGEEND D,

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.

4. SFABVI—DEROEE, BEE T4t —F. T4 —D THRE] DA VA M—ANER, ZOft Hhe) OERICEET 59 <TD
THMOER 2, EHE7e< SAP ITEMT 52 EaRKRT 2, Z0 R OREOETEMRT 7212, SAP 13, TA B r—n it 2 HHR
DIEMEEZ EMCERTL2Z2ENTEDL LD LTS,

5. Additional Terms and Conditions.

5. B
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 E xhibit
Licensee may request and SAP may agree to provide the IDP Support on another Licensee non-Production System in lieu thereof for the respective
provision of IDP Support. Notwithstanding the aforesaid, it is always the Licensee’s sole responsibility to apply the provided IDP Support to its
Production Systems.
5.1 ATNTHFESL TIDP HR— b i3, TeE] 234 TIDP PR — Rliks D A 22— FZBIT 5 30HF XL SOW] ICFESNTT A o v—(cfgfh
NIZHBEIT, TA By —0 HEABE Y AT A iIcxh LTiRtan s, SRR ERICID . 2o 20 THifk] O OMoT~Tonieskfz
BRELT, A4ty —iF, TIDP ¥R—F) OFEFHREICRDY | DT A vrv—n BEARE Y AT ) (T2 TP R — ) Ok
EEFETHIENTEDHOL L, SAP FZNICAETIHARH D, AP bL T, #tan s P ¥R —h ZHHO KRB 2T
L) AT D2, WIZTA By BSHEMTA D BETH D,

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

5.2 @B TIDP HAR— MNEkO 22— F 12T 2T SOV ICESXE=F Y7 =7 (SAP SOV 7 7 xT) % SAP BNIAMEL
TR T AR AT, BIRERNCETEICE DV AE LA EERE . SAP 1%, D0 SEEFY 7 Py =TSR LTI TIDP R — b &4t L7
WHo k15,

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

5.3 [IDP ¥R— b 1% TEFEERA > b ORITH LTS, TRFEERA > b3, 2o R Sxge T2 e o/ %
FL—a &2 AR— b LARTIIER B R0,

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/releasestrate gy) for the Base
Software ends.

5.4 TIDP ¥ AR— b 1, [ERYZ b TxT] O ALV AN =L AT FH Al L ERRESFA T F oA (42— ERRSE
AT F R R LIAAESE) (5%, www. support. sap. com/releasestrategy (ZFC#? [SAP Release Strategy] LEIZED H
nNTns) OKRTHERBIZ, BEIICKTT2b0E 35,

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).

5.5 [BHE) (3, a) AFIZHESE TP ¥R — b 22105 THae) OBRICEL T, TP ¥R— Mtk 2 =2 —7IZB9 % 3CFE XL SoW)
THEERHEZ ED D56, %Y T 5 [IDP YR — Mtk DA 2 —7IC T 5 CEE SO 12H5& TIDP #R— b 252175 THERE] DBk
BOERZRMRT 572012, XiT b) AEZHELSE MIDP R— ) 22102 THRe) ORI LT, TP ¥R — MEKDO X a—7I12BT 2
WEL SOV TEBEHWEZED DA, #%4T5 [IDP ¥R — MEtko 2 2 —FICB+ 5 30E T SOV o TR o, [ TP ¥R — bk
DA —F BT DL SOW) (TS TIDP HR-— ] 225 TR I2OWTT AL —0b SAP (2K LTXihbhviz, & sHBaRsE
& (RE/REZET) TS TEE) ORFOBEXKMT 572010, EESNIHEDH 5,
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