SAP MAXATTENTION SERVICES DESCRIPTION
(“MSD”)

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

The capitalized terms referred to and not defined herein will
have the same meaning as they are defined in the
Agreement.

1. DEFINITIONS

1.1. “Calendar Quarter” means the three-month
period ending on March 31, June 30, September
30, and December 31 respectively of any given
calendar year.

1.2. “Local Office Time” means regular working
hours (8:00 am to 6:00 pm) during regular working
days, in accordance with the applicable public
holidays observed by SAP’s registered office.
Solely with regard to the SAP Service Level
Agreement 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.

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.

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

1.5. “Support Schedule” means the schedule to the
License Agreement for SAP support (i.e., SAP
Standard Support, SAP Enterprise Support or
SAP Product Support for Large Enterprises) that is
in force for the Software licensed under the
License Agreement.
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“Top-lssue” means issues and/or failures
identified and prioritized jointly by SAP and
Customer in accordance with SAP standards
which:

a) endanger Go-Live of a pre-production system;
or

b) have a significant business impact on a
Production System.

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.

SAP Embedded Services

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.

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:

SAP Lead Technical Quality Manager (“LTQM”)
activities:

a) Understand Customer's SAP  Software
solution, business processes, and strategic
direction

b) Provide strategic advice, guidance, and
assistance in the following areas:

1.6.

2.1.

2.1.2.1.

“Top-Issue”= SAP HFEO| [z} SAP o 10|

ZEo= HOISt SNRIE KT HORA,

M o2 X of
-

SAP & &2 MSD E #=gl= UFAM0 st
MaxAttention AH|A EHQ| EA0| HAJE SAP

MaxAttention A H|A(“MaxAttention
MH|AMBEE  K|STLICE  SAP  MaxAttention
MH[AE CHE0H 22 HAEXZHERZ LM EL|CH

SAP Embedded A{H|A

SAP = Of2f 7|sE IEE +S= LUFMO|
Oioh MaxAttention MH|A HE| EA0 HAE
SAP X|@ oo elHmez FHE AHY
B2 Ed SAP Embedded AMH|AZ XSTL|CH
s mbd Q2 WEMO| Ot MaxAttention
MH|2 #R] 2M0| FA|E MaxAttention AfH|A
Aot 21zt & XEE o Hg=E  Zf
7212k 718) B HEH L0 o 27 Al ¢
a4 fX[o|M 0|8 ItseuchroH A
HE"). otd 2 XE2 UFEM HZE 2 6 F
O|L{of| O|FO{FLCt mzd 213 FEol= X|ZE

2
njA Q8o Sot7F etk X| Ea Lt

ool map, XNPE mA Qo wse

SAIRSO| M Brolet o met XE s

HOlO|A CHS 2OF 5 ofLf Ei of3 2of

xgoz THELC

SAP Z|E 7| EZ Z2X("LTQM") € F &S

a) Do SAP AZEYO] &M, HxLA
m2MA 9 HHE $8S ot

b) Tt OMIM M =9I, o, xwg
RBBLc



c)

d)

e)

9)

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

SAP release & upgrade strategy that is

aligned with Customer’s information
technology (IT) strategy

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

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

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

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

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

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

2.1.2.2. SAP Technical Quality Manager (“TQM”)
activities:
a) Provide advice, guidance, and assistance

with agreed to focus areas:

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)

Integrated end-to-end
lifecycle management

application

Integration  validation  of
Customer solutions

complex

Operate the SAP solution more efficiently

Accelerated innovation for custom built

2.1.2.2.
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2.2.2.

2.2.3.
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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.

SAP Expert Services

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”).

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.

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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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:

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

b) the required involvement of Customer’s

project team members; and

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

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

SAP 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:

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

b) Features developed by SAP Innovative
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2.3.2.

2.3.3.

2.3.4.

2.4.

24.1.
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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”).

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

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

SAP On-Call Duty Services
SAP On-Call Duty Services offer Customer remote

access to a contact person within SAP’s support
organization to support Customer with critical
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24.2.

2.4.3.

2.5.

2.5.1.

2.5.2.

2.5.2.1.

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”).

An SAP On-Call-Duty Services session is:

a) either Monday to Sunday starting 08:00 and
ending 20:00 the same day in Customer’s
local time zone; or

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

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 Service Level Agreement

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.

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.

SLA for Initial Response Times:

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

24.2.

243.

2.5.

2.5.1.

2.5.2.

2.5.2.1.
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25.2.2.

2.5.2.3.

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.
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.

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.

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 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.

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

a) status of the resolution process;

b) planned next steps, including
responsible SAP resources;

identifying

c) required Customer actions to support the
resolution process;

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

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.

2.5.22.

2.5.2.3.

SAP Service Description for SAP MaxAttention Services KOREAN v.1-2022
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2.5.2.4. The SLA for Corrective Action only refers to that

2.5.2.5.

2.5.3.

2.53.1.

2.5.3.2.
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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 Customer; and

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

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.

Prerequisites

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

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”;

b) incidents are submitted by Customer in
English via the SAP Solution Manager
Enterprise Edition system in accordance with
SAP’s then current incident processing log-in
procedure which contain the relevant details
necessary (as specified in SAP Note 16018 or
any future SAP Note which replaces SAP
Note 16018) for SAP to take action on the
reported incident; and

c) 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 Customer:

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

b) Customer makes available for
communications with SAP, 24 hours a day, 7

25.24.
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2.54.

2.55.

2.5.5.1.

2.5.5.2.

SAP Service Description for SAP MaxAttention Services KOREAN v.1-2022

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

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

Exclusions

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

a) incidents regarding a release, version and/or
functionalites  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;

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

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.

Service Level Credit

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.

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:

a) Customer shall inform SAP in writing of any
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2.6.

2.6.1.

2.6.2.

SAP Service Description for SAP MaxAttention Services KOREAN v.1-2022

alleged SLA Failure;

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

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;

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 Quatrter;

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;

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

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.

SAP Root Cause Analysis for Custom Code

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.

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

2.6.

2.6.1.

2.6.2.
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http://support.sap.com/supportstandards).

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’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 Premium Service Level Agreement

SAP Premium Service Level Agreement (“PSLA”
r “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.

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.

PSLA for Initial Response Times:

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

2.6.3.

2.64.

2.7.

2.7.1.

2.7.2.

2.7.2.1.
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b)

c)

and/or tasks.

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.
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.

2.7.2.2. PSLA for Corrective Action Response Time for
Priority 2 Incidents

2.7.2.3.

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 27).

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

a)

b)

c)

d)

e)

status of the resolution process;

planned next steps, including
responsible SAP resources;

identifying

required Customer actions to support the
resolution process;

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

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

2.7.2.2.

2.7.2.3.

SAP Service Description for SAP MaxAttention Services KOREAN v.1-2022
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2.7.2.4.

2.7.2.5.

2.7.3.

2.7.3.1.

2.7.3.2.

planned next steps; and date and time for
next status update.

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:

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

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

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.

Prerequisites

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

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

b) incidents are submitted by Customer in
English via the SAP Solution Manager
Enterprise Edition in accordance with SAP’s
then current incident handling log-in
procedure which contain the relevant details
necessary (as specified in SAP Note 16018 or
any future SAP Note which replaces SAP
Note 16018) for SAP to take action on the
reported incident; and

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

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

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

2.1.24.

2.7.2.5.

2.7.3.

2.7.3.1.

2.73.2.

SAP Service Description for SAP MaxAttention Services KOREAN v.1-2022
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2.7.4.

2.7.5.

2.7.5.1.

2.7.5.2.

SAP Service Description for SAP MaxAttention Services KOREAN v.1-2022

assess the issue;

b) Customer makes available for
communications with SAP, 24 hours a day, 7
days a week, an English speaking contact
person with training and knowledge sufficient
to aid in the resolution of the Priority 2
incident consistent with Customer’s
obligations hereunder; and

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

Exclusions.

The following types of incidents are excluded from
the PSLAs:

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;

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

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.

Service Level Credit

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

Subject to Section 2.7.5.1 above, if timeframes for

2.74.

2.7.5.

2.7.5.1.

2.75.2.
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2.8.

2.8.1.

SAP Service Description for SAP MaxAttention Services KOREAN v.1-2022

the PSLA’s are not met (each a “PSLA Failure”),
the following rules and procedures will apply:

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

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

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;

d) subject to 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;

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

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

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.

SAP Product Engineer on Demand Services

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:

a) analysis of incidents or issues;
b) issue resolution/workarounds;
c) best practices; and

d) software design.

2.8.
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2.8.2.

2.8.3.

2.8.4.

2.8.5.

SAP Service Description for SAP MaxAttention Services KOREAN v.1-2022

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.

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:

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

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

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:

a) incidents regarding a release, version and/or
functionalites 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);

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

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.

SAP will assign 1 Product Engineer for each
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2.8.4.

2.8.5.
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2.8.6.

2.8.7.

2.9.

29.1.

SAP Service Description for SAP MaxAttention Services KOREAN v.1-2022

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”).

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).

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.

SAP Accelerated Incident Management (“AlM”)
Services

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

2.8.6.

2.8.7.

2.9.

29.1.
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2.9.2.

2.9.3.

2.9.4.

2.9.5.

2.9.6.

SAP Service Description for SAP MaxAttention Services KOREAN v.1-2022

occur within 6 weeks after execution of the Order
Form.

The SAP Incident Manager provides:

a) incident activity and status monitoring for
Priority 1 and Priority 2 incidents;

b) trend reporting of Customers incident
situation on all incident priorities of selected
systems;

c) incident management process empowerment
session(s); and

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

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:

a) resolution or workaround of the Priority 1
incident;

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

c) agreement of the parties to disengage the
assigned SAP individual.

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

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.

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
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29.4.

2.9.5.

2.9.6.
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2.9.7.

2.10.

3.1.

3.2.

SAP Service Description for SAP MaxAttention Services KOREAN v.1-2022

which the Customer AIM Contact can be

contacted. AIM Services will be delivered
exclusively to the assigned Customer AIM
Contact(s).

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.

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 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).

ENGAGEMENT MANAGEMENT

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.

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,

29.7.

2.10.

3.1.

3.2.

GEe HY 4 USE AN AP HE(E
oY Fa U MWS)S FJefor FLich

AIM  MH[AE XIZE 1AM AHE
EFEFXFOIAH T HHEFM 2 2 XS E LIt
AIM MH|A K32 et FH EXtZ, 09| AIM
S =g = PN el

0
e
glo] #Hx HAH HF 29E

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

IDP Support =, ZFAM0| Cigh MaxAttention
MH[A | ZM0| FAIE LFXM(“IDP Support
HZ He| 2 M0 =2 SAP Innovative Business
Solutions Development "¢ A0 2|}
DA HEED 10| 2ot BE 750
Chall & 2A0f &= M2 10| dYE 2XF
XNzl X ¥ MHAE M3 CH T £ Support
Heto] HEEl= AZELO|(SAP

Support EE= SAP Product Support for Large
S Eghe HMelgtct

Enterprise

Enterprises
Aok 2|

SN

GARE Al BEIRE RIFHOF
LTQM 2 SAP 9| Al9F 2| X7t &
Aef He[xt= S

M
o

al
ro
n

f
1o

)
Q
4
>
N
N
|
ot
B

=2
=

Lfa| ALt DpESH X

= ol L
gt A=

e o
o

my re e orjo
X
oA

2 oy U
-
oo

=x Oof
Il
X

mo re

I'HI.
e

[H

oA
mjo
2 jo Mo
ne o

e
i
b
rir 4
Rl
Hu
™

M e o N N o
el

o Hr 2 K

12 9
10
B
™
fjo

> XA

T o

[> o O nE

rir

k1

S

Mo

10

i

|

Rl

o
u
el
o
ot
r
_IT|_

A
o
UL
Rl
Rl
mjn
N
&
2

i)l
|0
tu
o

i
o
o
a]
Iot
|
I
>

rot
A Jio noo ot o

[0 1%

- rlo

- N
©
il
ot
oN
02
™

rir

A o o o
o

e
lo 1o
0

ol
ot
o
0z
ol
>
>
mn
o
Z T
A (ot

o
off 7H=x|ELIC olg{st 4%
MH|A  8E

]
ot
|0

on > Hr e oX
d
1o

Rl

mjo
|

MaxAttention

OF
iy
N
of

<
Q
x
>
=
()
=
=
=}
R
o
[ >
1o
0
4 Jo
1A
I mjo
L
ot Ho

—

oY

w Hoox
T

lo o

=]
ot
|0
H <

in}
o
[0
e
0%
ot
g:l-
>
of
o
AT
o
[}
0%
or J

00
=2
=
rx

21



3.3.

3.4.

SAP Service Description for SAP MaxAttention Services KOREAN v.1-2022

including, but not limited to, the following:

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;

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

c) Implementation of recommendations;

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

e) Relevant details regarding
organization and planning.

project

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.

SAP Cloud Governance

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.

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

3.3.
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5.1.

5.2.

5.3.

5.4.

SAP Service Description for SAP MaxAttention Services KOREAN v.1-2022

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.

CUSTOMER REQUIREMENTS

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

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

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

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

GENERAL PROVISIONS

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.

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.

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

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

5.1.

5.2.

5.3.
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5.5.

5.6.

SAP Service Description for SAP MaxAttention Services KOREAN v.1-2022

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.

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.

MaxAttention Services will terminate effective the
same date as:

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

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.

5.5.

5.6.
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Exhibit 1

SAP Baseline Support for Innovative Business

Solutions

SAP Baseline Support for Innovative Business

Solutions

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

= HE= otz M 1.3 2o Felg ZE 7|0
Cish 2 2Mol 20t XpM3| FLlE Baseline
Support for Innovative Business Solutions("IDP
Support”) 30| HEELICt T, % Support
H 2F(SAP Enterprise Support S== SAP Product
Support for Large Enterprises & XZ%)0|
HELl= AZEQI0= Ml T

1. DEFINITIONS 1. 801 82|

1.1. “Base Software”: For the purposes of this 1.1 "2 2ZESo" HEol RAHSBIO "7|E
Exhibit, the reference to “Base Software” means A2TEQO"E 7|59 HX L AE UY
the SAP Software upon which the installation and 7|HH0| E|= SAP AZEQ|O{Z ojO|stL|C} 7|=
use of the Features depends/operates. Base AmEQols & HEO| © S A oo
Software is not licensed under this Exhibit and SEZEYOf= 2 of wep 7oz + slem
must be licensed separately. HE 2 2to|MIAE FSl{of gL Ct.

1.2. “Customer Communication Point”: For the 1.2 "7 AR BYA 2 YEet HHSHY uA
purposes of this Exhibit, the reference to et ctokxi'= QIEFEZl Customer Center of
“Customer Communication Point” means a s w " =
certified Customer Center of Expertise Expertise( Cust:>mer COE") == IDP Support
(“Customer COE”) or those employees of MHI2E QFY XH0| UAs 4ol ZHAUZ
Customer entitted to request IDP Support o|0|gtL|Ct. Customer COE 2| Z2 Support
services. For the Customer COE the relevant g Aol e E70| HEELC
terms and conditions of the Support Schedule BMAMel #E =40l IEF. Customer
apply. If no Customer COE is available, the COE 7} gl &2, 1Z40| IDP Support AH|A
employees entitled to request IDP Support QXS XHHO| QL ZYS MHoZ SAP 0“
services must be nominated by Customer to SAP I
in writing. X g8l oF gL .

1.3. “Features”: For the purposes of this Exhibit, the 13. "l 2 TR BN "I|s"2 HFAMO
reference to “Features” means the software or LSt MaxAttention AlH|A HQ| 20 EAHE=
functionality and its documentation purchased
from SAP by Customer under the IDP Support IDP Support M# &9 ZA0| et 1240]
Eligible Scope Document(s) listed in an SAP ZEEH Ot 2AZEQ E= 75 X O
MaxAttention Services Scope Document to an SMZ o|n|stL|Ct,

Order Form.

1.4. “Production System”: For the purposes of this 14. “2d AM2"Em 2 HES Sy "29F
Exhibit, the reference to “Production System” AAHNS J|50] MXIE0] Q1 B4 HELA
means a live system on which the Features are |_
installed, that yis used for normal business 20| A8 =0 042 HOIHI 7S50l A=
operations and where Customers data is 2 FQ A|A-Z olOjgtL|Ct
recorded.

. . u e b Inl¥=10] "

1.5. “SAP Software”: For the purposes of this Exhibit, 1.5. SAP XZEH0" = Froet HEUSHH "SAP

the reference to “SAP Software” means all
software licensed by Customer from SAP under
the License Agreement.

A2ZEQIO"= 2 2to|dlA AH<tof mat 1nZ4o
SAP  EEFH 2OoldMAE  FET EE
A2ZEQIOE ofO|gtL|Ct
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SAP BASELINE SUPPORT FOR INNOVATIVE

2. SAP BASELINE SUPPORT FOR INNOVATIVE
BUSINESS SOLUTIONS BUSINESS SOLUTIONS
2.1. IDP Support provided under this Exhibit is limited 2.1. 2 ™50 w2t HMS3E+E IDP Support £
to the Features delivered to, and accepted by 2hZ= A0 CHSE MaxAttention AH|A B2 ZA0f
Customer, und.er the_ IDP Support E!lglble Sc_ope LIHEl IDP Support HZ Q| 2M0| o|H3}0]
Document(s) listed in a MaxAttention Services o Lpmoio D 7HO| OlASh D Co
Scope Document to an Order Form. IDP Support AAA EHEER AH0] et BE JIS2R
services support the functionality of the Features X|SHEILICE. IDP Support AH|AE S{E IDP
\'Nifth the. releasis (l)f Bas(eITS(;ftwarg and in the Support HZ ®Q 2A U 1 A 20|
information technology (“IT”) environment as ol o "
_ \ . | ®H EAleT” - NI
defined under the respective IDP Support Eligible delel F2 S 2FolM d2la 1=
Scope Document(s) and in its associated AZEQO EHZAER 7|50 EHSSEE
documentation. X gt
2.2. IDP Support for those IDP Support Eligible Scope 2.2. LM CHet MaxAttention AH|Z 9] EAM 9]
Document(s) where Customer’s acceptance of the MaxAttention AH|A 7|ZH &0 nZi0| 7|52
Featgres will occur during .the ngAttentlon Ol%3lA E|= IDP Support HZ 9 2 A0
Services Term of an MaxAttention Services Scope CH s ol o L
Document to an Order Form, will commence as of H2t IDP Support ©| &<, IDP Support =
the first day of the month following Customer’s 2= M0 CHEH MaxAttention AME|A EH| 2M0|
exe.cut.ion of“;g amSendment to the Order Form 9|7{5}0] IDP Support & EHM3}SHE BEA HZA
activating upport pursuant to an o R .
. . MO DmZHO| MIB Cfe = RS
MaxAttention Services Scope Document to an ASkMol Azl M2t ths & XE=S 7I6)
Order Form. All other SAP Software licensed by JWAIEILICE & 2tolMA  Aeko| et 10|
Customer under the License Agreement is 20| MAE HESH IE [CH2 SAP AZEQ O
explicitly excluded from the IDP Support services oo —
. . . = e N&&l= A H| A0f A
provided under this Exhibit. 8700 W2k M= IDP Support MHI =0 A
FAHZ H gLt
2.3. IDP Support is provided during IDP Support Office 23. IDP Support = IDP Support £:M2| =5 AlZh
Time and includes the following: 50| N3 Ct2g =8hetL|C}.
a) Incident handling by SAP for problems related a) 7|3t HE 20 Cist SAP o 2XMH
to the Features; Sl
b) Coding corrections or patches (such as by ZEY =¥ EE& DIHX|(0f: AZ= %S0
altered programs not reproducing the TSIC|X| Qe AR T2 2 kMM e
refergnced malfunctlon), or workaround fhs wror gl
solutions or action plans; and © ot
c) Support packages for Features - correction o 7180l it Support WZ[X|: 7|E 7SO0
pgcl;ages to r::_duce the e:ort of imtpleme_n?ng CHSH T AR O|L} B AHQIS A3l [
single corrections or changes to existing CL oAz = olst A T =
functionality. This is not applicable in cases E= #0S 2017 92 =8 WA o=
where the Features are or have been 7150 1o HI2F AAHOM JHYEl=
developed on Customer's non-Production AL L JH JjeE A0 M2h|X|
System.
Y LIt
2.4. For daily operation and cooperation for support- 24. IDP Support @ 2H&E L 29F 8 X3 2H|

related issues associated with IDP Support, SAP
will name a contact person for Customer within
SAP's Innovative Business Solutions organization
(the “IDP Support Delivery Manager”). The IDP
Support Delivery Manager will perform the

sHES 28, SAP = SAP Innovative Business
Solutions & WOl S ot A=F EHERK"
IDP Support HI Z2|Xt")E X|HeL|Ct IDP
Support & &2|At= 7|50 Cigt IDP Support

SAP Service Description for SAP MaxAttention Services KOREAN v.1-2022
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following tasks as it relates to the delivery of IDP
Support for the Features:

a) Setup and management of the Customers a) 0ol ENFE ZHZEUEQ A EMTE T

incident component and associated incident MA g o
2o X o

queue(s);

b) Manage SAP Innovative Business Solutions by & 2AMO0f 2 IDP Support M3 EEstes
isnternal iupportdteam assigned to provide IDP SAP Innovative Business Solutions &l Lj

upport hereunder;
PP e xg g B

c) Support the TQM in the coordination and o) TQM O| MaxAttention AlH|A HQF AjH|A 5
inclu§ion of  appropriate MaxAt.tention Support AHZ0| IDP Support 9 TEE
Services related to IDP Support in the PR . MHIAZ ZhA|7| T
MaxAttention Services engagement Service HE2h MaxAttention MH[AE ZEEAI7]AL
and Support Plan; ZESIEE X[ ¥

d) Support the TQM in the coordination of the d) TQM O] MaxAttention A{H|A A2k AMH|A S
individual service deliyeries a}t the project Support AZ0| Z&E= IDP Support 2F
level for the MaxAttention Services related to S . M| 20 CHa
IDP Support that have been included in the == MaxAttention e 20 et
MaxAttention Services engagement Service ZZHE FFOM JHE MHZX H3S
and Support Plan; and 832 X

e) Participate in the Executive Meetings on e) IDP Support & FHOf &g AL 29
topics related.to.IDP Support- (e.g., report on xbM(of: 1Z40| 2XA 1, IDP Support o
Customer’s incidents, provide status on aba g ion MHA K2 AFEH A
deliveries of MaxAttention Services related to 2 E MaxAttention AH| 2~ S SEH HIA|)
IDP Support).

D MY =

CUSTOMER PREREQUISITES

Support  Schedule using the incident-

In order to receive IDP Support services as 2 H™Fo| 7|&%F Htb ZO| IDP Support
described in this Exhibit, Customer shall fulfill the MHIAS oM T2 2 92 =0
following requirements: sHL|C}

a) Fulfill its obligations under this Exhibit, the a) & HF Z€FM ® 2 Ao IE 2AFE
Order Form, and the Agreement. ol sHL|C}

b) Transmit all incidents to SAP in English via by #&H 7|5 Q= Al SAP 7} MEHOZ XSt
SAP’s then_ current support infrastructure as 2ME TMRAZ 08310  Support
made available to Customer under the e

E O 0|8 7h5%t SAP A
H

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.

Mol et n
o

o zZeE 83

il

gojz 2= EMES
SAP Of T&gtLict. nZfol 7|50 Chgt

12 SHE =HME d=xHE 25K

|
oA
Il

0

X @2 EHES IO otn o=
olsf  EME  Malof  East Ao

F7tElCs H2 ol3fist OfF gL
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c) Customer shall describe how the incident
presents itself; in some cases, Customer may
have to demonstrate the incident. Customer

o 12 ZHFEOl HEA LtEfLI=X] 23 OF
gLt B0 w2 2Z40| oY EMES

=
a
2
°

gl-
1

L UELICH M2 sAp Jt

shall help SAP analyze the incident and =

support SAP’s IDP Support services, if EH™ES 2MSE &1 SAP IDP Support

necessary, deploying Customer's own MHAZ X|QSH, Zost HQ 23t

employees for these purposes. 2xoz 1 xfAlo EHYS Eosjot
gk

d) Customer shall classify each incident in the d) 172 SAP Note 67739 Of [zt 7|& E&
Features or related documentation in e 2 W 2 2RAS 220} s C},
accordance with SAP Note 67739.

e) Customer must make available to SAP all e) M2 00| ofsf tE= UM s FHE
documents concerning any alterations and QE HA 9 75 HAO ™ E=
enhancements (e.g., Modifications or Add-

[k =R s | S N=" ko E = = S|t

Ons) made by or for Customer that may help =2 #t == 2M T ofE
in the analysis of the incident. Customer must cHEE 2Metes o =20 2 + Us
a;lso keflsp s_uitable, dup-tof-]date records c:;‘ EME SAP 7} 0|23 4= Q= 2 §||oF shL|C}
those alterations and enhancements, an
k ' oS sl 3t HA 9 I SHAl
give SAP access to them when necessary. - ! 28 X 7S =

Aol atet MAEDH x4 71852 |{XISHY,

et AL SAP 7t 015 oY & YRS

SO oL Ct

f)  Customer must apply all coding corrections, f) L2 2 HE20 M2t SAP 7t X3t 2E
patckhes, W?rk aroll(ij(jj ;ollét'i:gs, sup[igrt Y 2N, |, XFMH Support THF|X| SS
packages, etc. provided by under this Lol Al OF S

- = L
Exhibit to the Features. 7SOl M8 aHOF St

g) Customer may be required to upgrade to g) 12 IDP Support MH|AE 22 = UL H
modre :jecterl;t versiotns of its.operﬁ;igg ssystemst S UMM HO|EH|O]AS XAl HAEOZ
an atabases to receive uppor o C A0k B A Ol A

. &LC
services. 2 efo|Esfjof & &= USL|CE

4. CHANGES TO CUSTOMER INFORMATION, 4. a7 BE 7, 2
AUDIT

4.1, Customer undertakes to inform SAP without 4.1. nM2 nMo| Jlg HX #E W J|s A8Lt
undue delay of any changes to Customer’s st D= J|EF HEE XM ol SAP Of
installations of Features and all other information oFai0F S|

2 2{0F gLt

relevant to the use of the Features.

4.2. To check compliance with the terms of this Exhibit, 4.2. = "7 =40 oigt = AFE =2A5H7| 2,
SAP shall be entitled to periodically monitor the SAP = 1ZH0| X|&%t FEO HIMg
correctness of the information Customer provided. H7|Moz TLEASH & YaLct

5. ADDITIONAL TERMS AND CONDITIONS 5. F7t=d

5.1. IDP Support hereunder will be provided on 5.1, 7|50l 3i'g IDP Support MZ #He| A0 2t

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

DH0A HIEe 22 & M0 mE pP
Support 7t 1Z49|

MSELC EtEe AMRZE s 49 2 HFL
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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.

CI2 o= M8 =4S D280, TS 8T IDP

o —
Support M&E iS5G CHE 1 HI2Y

AAEI0f| CHs IDP Support & M3 =z2tn
oo solg =+

Q¥E % oW sAP £
@ fEole =75t, MIE

Support & 238 A|AH0| HEst= A2 AXLE
o

5.2. If SAP provides third-party software (non-SAP 5.2 =
Software) to Customer under the respective IDP M 3 X AZELQIOf(SAP AZEQIO{7} OfH
Support !Ellglble Scope Document(s), SAP shall AZEQO)E DHOH NI AL, SAP =
not provide IDP Support on such third-party MO Chal Bholx or s slch
software unless otherwise agreed separately in 8oz el golotk| B= o e A 3 &
writing. 2ZEQO{0f CH3H IDP  Support AMH|AE

MSSHA| & LT

5.3. IDP Support is provided exclusively to the 5.3 IDP Support MH|A= 1724 SLFO| B{EHH2 =
Customer Communication Point which must Hatl I EAME2 2 HEBEJ HgLHe
su.pport.e_ach installation of Features covered by 7|0 AX| Z+zbS X|Qsljof B C}
this Exhibit.

5.4. IDP Support will end automatically on the same >4 IDP Support = Zl2 &XZELO{0f Chet
date as Mainstream Maintenance or Extended HoAES QXEp £ AN QX|EpZH0|
Maintenance (proyided Customer has subscribed of &t o x| 220 7ol Aol
to Extended Maintenance) (as such terms are el o
defined in SAP’s Release Strategy document at 80l= http://support.sap.com/releasestrateqy ©|
http://support.sap.com/releasestrateqy) for the SAP HE|A M2 EM0| Folxof UZ) S=ELat
Base Software ends. Zolst LURo| AF=o2 =2 =L}

5.5. Fee(s) are subject to change: 5.5. 232 O30 Z2 320 HEdE = A5

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

a) = EAMO| W2t IDP Support & e
ol i g 250 HEE= IDP
Hel 2Ae 8%, T IDP
Support HZ ®#9 ZAMO mzf IDP
Support & &= 7ls WY QF BES

2tEsH| 2o, E=

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).

t IDP Support & = 7|5
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, 23 IDP Support
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