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 Customer’s 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

SAPd

OMNCAHUE YCNYT SAP MAXATTENTION («MSD»)

Yenyrm SAP MaxAttention MoryT npegycmartpusartb
npepocTaeneHne npodecCcnoHanbHbIX 3KCMEPTHbIX YCNyr Ha
obbekTax n/vnun B yganeHHoOM pexvme Ans coaenctams 3akasuuky
(nanee no TekcTy «KnmeHT») B nnaHupoBaHum ycnyr MaxAttention,
yrnpaesneHun, aHanuse W onpefeneHun  BO3MOXHOCTEN
COBEepLUEHCTBOBaHWA Br3Heca, CoCTaBNeHN MapLUPyTHOW KapTbl
W NpegocTaBneHus  KOHCymnbTauui MO MHHOBALMOHHbLIM
TEXHOMOMMAM U apXUTEKType PeLLEHUs C Lenblo NomModb KnueHTy
obecneynTb NOCTOAHHOE COBEPLUEHCTBOBaHWe brsHeca B obnactu
cneyvanusaumm KnueHta w/vnnm  okasaTb MNomMoWb B
aAMVHUCTPYPOBaHNM 1 3Kcnnyatauun peweHni SAP KnuveHTa,
COAeNncTByS peann3auumn NpoekTos npeobpas3oBaHnsi, BHeAPEHWS,
MOZEPHU3aLMN, SKCMNYyaTaLUMOHHBIX 1 MIHHOBALIMOHHBLIX MPOEKTOB.

Bce TepMuHbl, HamucaHHble C 3armaBHOW OykBbl W He
onpeferneHHble B HacTosLWeM [OKYMeHTe, ynoTpebnsawTca B
3HaYeHusIX, ycTaHoBMeHHbIX B CornatueHum.

1. OMPEOENEHUA
1.1. TepmuH «KanengapHbin KBapTan» o3Havaet
TpexMecsayHbI nepuog, 3asepwatowmincsa 31 maprta, 30
mioHss, 30 ceHTs6pA 1 31 pgekabpa B Kaxaom
paccmatpuBaeMoM KarieH4apHOM rofy.

1.2. TepmuH «MecTHOoe pabGoyee Bpemsi» O3HayaeT
00blyHbIe Yackl paboTbl (¢ 8:00 go 18:00) B 06blyHbIE
pabouve OHKW, wucknovaa oduumanbHble NPasgHUKK,
OeNcTByOWMe B 3apeructpypoBaHHoM odumce SAP.
UcknountenbHo B oTHoweHun Cornawenusa o6 ypoBHe
cepsuca SAP w/vnu CornaweHns o6 ypoBHe cepBuca
SAP Premium, onpegeneHne KkoTOpbiM [JaeTcs B
HacTosiLeM AOKyMeHTe, obe CTOpoHbl MOryT BblGpaTb
OPYron  3aperucTpupoBaHHbIi -~ OPUC  OOHOro U3
AddunupoBanHeix  nmy  SAP ans  onpepeneHus
MecTHoro paboyero BpemMeHu.

1.3. TepmnH «OObIYHOe paboyee BpemsA» O3HaYaeT
BocbMuyacoBon nepuog ¢ 06:00 gmo 20:00 c
noHedenbHVKa MO MATHWLY BKMOYUTENBHO  KPOME
crny4aes, Korga MHoe CornacoBaHo CTOPOHaMM.

1.4. TepmuH «lMpoaykTusHasn cucrema» O3Ha4yaeTt
aencTeytoLyto cuctemy SAP, koTopas ucnonb3yeTcs Ans
obecneveHuns 0nepaTMBHO-XO3SINCTBEHHOW
aesarenbHocTu KnneHTa n B KOTOPYHO 3annCbiBAOTCS €ro
OaHHble.

1.5. TepmuH «lpunoxeHne o noapepxke» O3Havaet
npunoxexHne (OOWwue ycrnoBus oOKasaHus YCnyr) K
JIMueH3NMOHHOMY  [0roBOpY, COAEpXallee  YCrnoBusi
okasaHusa ycnyr nogaepxkm SAP (1. e. ycnyr SAP
Standard Support, SAP Enterprise Support nnn SAP
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1.6.

2.

Enterprises) that is in force for the Software licensed
under the License Agreement.

“Top-Issue” 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.

2.1.

2.1.1.

2.1.2.

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 2.1.2.

Embedded Resource(s) will comprise one or any
combination of the following areas to the extent applicable
as mutually agreed to by the parties:

1.6.

2.1.

2.1.1.
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Product Support for Large Enterprises) n gevictsytoLlee B
OTHOLLIEHUU MporpamMmHoro obecneyeHus,
npegocTaBneHHoro no JInLeH3noHHOMY 4OroBopY.

TepMuH «Kputnynas npobnema» o3Havaet
BbISABNEHHYIO Mpobnemy w/wnu cbon, Ans KOTOpbIX
KnueHTt n SAP no cornacosaHuio onpeaensitoT npuoputeT
B COOTBETCTBUM CO cTaHAapTamu SAP 1 koTopble

a) CTaBAT noAg  Yrposy  MpOAYKTUBHBIA  3amnyck
npeanpoayKTUBHOM CUCTEMbI NN

b) okasbiBatoT 3Ha4YUTENbHOE BNnsiHME Ha
MpoOyKTUBHYIO CUCTEMY MPU BbINOSHEHUW GU3HEC-
onepaumn.

YCNYTU SAP MAXATTENTION

SAP npepoctaBnser Tonbko Te Ycnyrm  SAP

MaxAttention («Ycnyru MaxAttention»), KoTopble

ykasaHbl B npunaraemom k forosopy OnucaHum obbvema
ycnyr MaxAttention, cogepxallem cCbinNky Ha AaHHoe
Onucanwne ycnyr MaxAttention. Ycnyru SAP MaxAttention
BKIOYAIOT NpUBEAEHHbIE HMKE KOMMOHEHTDI.

Yenyrm SAP Embedded

SAP oka3sbiBaeT ycnyrn SAP Embedded Ha TeppuTtopumn
KnuneHta cmnamu rpynnbl, COCTOSALLEN U3 CMELNAnMCTOB
cnyx6bl nogaoepxkn SAP («Cneumanuctbl CryXObl
BCTPOEHHOM MOAJAEPXKKU»), KOTOPble YKa3blBalOTCS B
npunaraemom Kk [oroBopy OnucaHuio obGbema ycnyr
MaxAttention 1 BbINONHSAIOT ONucaHHble Aanee MyHKUNK.
Takne Cneumanuctbl crnyxbbl BCTPOEHHOW NOAAEPXKKM
JocTynHbl Ha obbekTtax KnueHta B O6blyHOE pabouee
Bpemsl onpedeneHHoe KONMM4ecTBO AHEeW M3 nepuoga

(«Mepuoa»), yCTaHOBIIEHHOE ansi Kakaoro
HasHayeHHoro Cneumanucta cnyx0bl  BCTPOEHHOW
nogaepxkkn, B TeyeHne Cpoka okasaHus  ycnyr

MaxAttention, kak ykasaHo B npunaraemom K [loroBopy
Onncannn obvema ycnyr MaxAttention («KBoTa Ha
Mcnonb30BaHMe CrneLmMannucToB CrnyX0bl BCTPOEHHOMN
nopaepxkuy»). Cneunanuctel  cnyxbbl BCTPOEHHOM
noaaepkkn HasHavarTcs B TeveHue 6 (wecTtun) Hepenb
nocne nognucaHua  foroopa. B  Keoty Ha
UCMONb30BaHWE CMeuuanucToB Crnyxbbl BCTPOEHHOM
NOAOEPXKKN He BXOOSAT [OHM OTMYCKOB Ha3HAYEHHbIX
CneunanuctoB crny0bl BCTPOEHHOW NOAAEPXKKU.

HasHaveHHble Cneumanuctbl  cnyx0bl  BCTPOEHHON
NoAAEpPXKKU BbIMOSHSIOT 065a3aHHOCTW,
npegycMOTpeHHble  ANsi  OOHOW UMW HECKONbKUX

HUXKecneayoLWnX AOIMKHOCTEN, B 3aBUCUMOCTU OT CBOEN



2.1.2.1.

2.1.2.2.

SAP Lead Technical
activities:

Quality Manager (“LTQM”)

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

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

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

o 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

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

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

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

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

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

SAP Technical Quality Manager (“TQM”) activities:

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

3 SAP support requirements, Customer support
processes and use of SAP support tools (e.g.,

2.1.21.

2122
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cneunanu3auum M B 0O6beme,

CTOpOHaMu.

cornacosaHHoOM

Hencteua MasHoro meHeaxepa SAP No TexHM4eckomy
kayecTBy («LTQM»):

a) [loHumaet lporpammHoe peweHune SAP, 6usHec-
npoLecchl U cTpaTermyeckoe HanpasneHne Knvenra.

b) TlpepoctaBnger KoHCynbTauuw, cTpaTernyeckue
pekomMeH4auun 1 NOMOLLb B Creayowmx cdepax:

. YnpaBnseT  TeXHUYECKUMM  puckamu U
CMOXHLIMW  MPOEKTaMW MO  BHEAPEHWIO,
0BHOBNEHWUIO " npeobpasoBaHuio

MporpaMmHoro obecneyerust KnueHta

. Peannsauus ctpatermm Beinycka n 06HOBMEHNS
npopgyktoe SAP B cootBetctBUM C  WT-
ctparternen KnveHra

. Onpepenexue BO3MOXHOCTEMN CHIDKEHNS
COBOKYMHbIX 3aTpaT KnueHTa Ha onepauun u
noteHumana ans ontuMmsaummn (NOCTOSIHHOTO
COBEepLUEHCTBOBaHMS) MporpammHoro
obecneveHns SAP KnuveHTta

c) O6ecne4ymBaeT NPO3PaA4YHOCTb JOCTUIHYTHIX YCNEXOB
B OCHOBHbIX ObnacTtsax, B TOM 4ucrne cocTaBnsieT
OT4eTbl O COCTOSIHUM COBMECTHO oOnpegensembix
Krno4eBbIX nokasartenen adgeKkTuBHoCTU («KPI»).

d) PaspabaTtbiBaet " KOHTponupyeTt nnaHbl
B3aMMopencTemsa B pamkax Ycnyr MaxAttention ana
KOHKpeTHoro KnneHTa

e) ObecneuynBaet peanusaumio nnaHa
B3aMmogencteMa B pamkax Ycnyr MaxAttention,
BKITHOYasi KoOopAMHaUMO npenocTaBneHnst
oTAenbHbIX yeryr n obecneverHve pecypcamu SAP.

f) Momoraetr KnueHTty B onpepeneHun tpebGoBaHun K
MOHMWTOPUHIY 1 CTpPaTerMn no OCHOBHLIM MpoLieccam
onepauuin, BbiNofHsWMMCA B [lporpaMMHOM
obecneyeHnn SAP.

g) [lomoraeT KnueHTy B KoopAvHaUWUW, OTCREXMBAHUK
N COOBOLLEHNN AaHHbIX O CHWXEHUM TEXHUYECKMX
PUCKOB M KpuUTUYeckmx npobnemax SAP Ha ypoBHe
pykoBoAcCTBa.

OenctBua meHepxepa SAP No TeXHUYECKOMY KavecTBy
(«TQM»):

a) [MMpepocTaBnseT KoHCYMbTaUUM, pekoMeHaauuu wu
NMOMOLLIb B COrMacoBaHHbIX OCHOBHbLIX 06nacTsaXx:

. CobntogeHne TpeboBaHuin nopaepxkm SAP,
BbIMOMHEHWE MpoLieccoB noaaepxkm Knuerrta n



2.1.2.3.

b)

c)

d)

SAP Note Assistant, SAP Notes Search and
SAP Solution Manager Enterprise Edition)

Integrated end-to-end
management

application lifecycle

Integration validation of complex Customer
solutions

Operate the SAP solution more efficiently

Accelerated innovation for custom built solutions
and rapid prototyping

Solution availability management, monitoring,
and performance

Risk mitigation plan(s) for critical maintenance
issues

Incident reduction and/or avoidance

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

Provide periodic status and risk
Customer’s project management level

reporting at

Manage quality gates for selected focus area projects

SAP Enterprise Architect (“EA”) activities:

a)

b)

c)

Understand Customer's SAP Software solution,
business processes and strategic direction to assist
Customer in developing a to-be architecture design
combining public/private cloud and on-premise
scenarios

Align the
roadmaps
strategy

Customer’s architectural strategy and
with the SAP solutions and platforms

Provides advice, guidance, and assistance in the
following areas

Architecture for key programs

Documentation of system landscape including
solution, application, data, and integration
architecture

b)

c)

d)

UCMOMnb30BaHNe MHCTPYMEHTOB noaaepxkn SAP
(Hanpumep, SAP Note Assistant, SAP Notes
Search n SAP Solution Manager Enterprise
Edition)

WHTerpypoBaHHOE KOMMIEKCHOE YnpaBreHne
YXU3HEHHbIM LIMKIMOM NPUMOXEHNN

Mposepka CIIOXHbIX  peLueHuin

KnuneHnTa

nHTEerpaummn

MoBblweHe 3PEKTMBHOCTN  IKChyaTauum
pewenuii SAP

YCKOPEHHOrO  BHEAPEHUS  MHHOBauui  ans
3aKasHbIX peLUeHMn U GBbICTPOro MOCTPOEHMUS
npotoTuna

YnpaeneHue JOCTYNHOCTbIO peLleHuiA,
MOHUTOPUHr U obGecrnedyeHre Haanexaiien
Npou3BOANTENBHOCTU

Pa3pa60TKa NnaHOB MO CHWXEeHUK YpOBHA
PUCKOB ANA KPUTUYHBIX np06neM, CBA3aHHbIX C
TEXHUYEeCKM O6CJ'Iy)KI/IBaHI/IeM

CokpallleHne KonuMyectBa WHUMAEHTOB w/unu
UCKIOYEHNE UX BO3HUKHOBEHWS

OTtcnexuBaHue BbIMNOSTHEHMUS KnneHtom
pekomeHgauun SAP M nnaHoB  OEWCTBUNA,
pa3paboTaHHbIX B paMkax oOKasaHusi OKCMEepPTHbIX
ycnyr SAP cornacHo HacTosaweMy OKYMEHTY

HanpaBneHve pykoBOACTBY MPOEKTA CO CTOPOHbI
KnueHTa nepuoamMyeckmx OTY4ETOB O Xode paboT u
puckax

OcyUJ,eCTBJ'IeHI/Ie No3TanHOro KOHTPONA KadecTBa
ana Bbl6paHHbIX NPOEKTOB B OCHOBHbIX obnacTax

2.1.2.3. [fewictena KopnopatusHoro apxmTtektopa SAP («EA»):

a)

b)

c)
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MoHumaeT lMporpammHoe pelwwenne SAP, 6usHec-
npoueccbl W cTpaTerMyeckoe HanpaBneHue W
nomoraetr KnueHty B npopaboTke npoekTa
apxuTeKTypbl, obbeauHsoLen nybnuyHoe/yacTHoe
o6nako 1 nokanbHble cpeapl

ConocTtaenseT cTpaterMio 1M nnaHbl paspaboTku
apxuTekTypbl KnueHTta co cTpaTterveiri BHeapeHus
peweHnii n nnatgopm SAP

MpenocTaBnseT KOHCYyMNbTaUMW, pekoMeHgauuu u
noMmoLLb B crieayowmx cdepax:

ApPXMTEKTYpa OCHOBHbIX NPOrpamm

,D,OKyMeHTI/IpOBaHMe CUCTEMHOM cpeabl,
BKNo4Yada pelwleHnda, npunoxeHud, pOaHHble U
MHTErpauoOHHYIO apXUTEKTYPY.



2.1.3.

2.2.

2.2.1.

2.2.2.

2.2.3.

. Customer’'s establishment of an architecture
governance board

d) Support LTQM to facilitate, where appropriate, the
performance of SAP Expert Services including the
coordination of individual service deliveries and SAP
resource staffing

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

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

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

2.1.3.

2.2.

2.2.1.

2.2.2.

2.2.3.
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. Cospganne KnueHtom
apxuTeKkTypon

opraHa ynpasneHus

d) nMMpepocTtaenseTr nogaepxky MaBHOMY MeHemxepy
No TEXHUYECKOMY KayeCTBY C LIeNbl NOBbILLEHUS,
roe 3T0 Heobxoanmo, 3 EKTUBHOCTH
npegocTaBneHns JKcnepTHbIx yenyr SAP, Bkntoyas
KOOpAMHAUMIO onepauuii  No  NpegoCcTaBlieHNto
oTAenbHbIX yenyr n obecneverHne pecypcamm SAP

e) [Momoraet KnueHTy KoopauHMPOBATb, OTCREXMBaTb
TPYAHOCTU, NPOBrembl, CBSA3aHHbIE C apXUTEKTYPOW
SAP, pelueHusi, a Takke coobLyaTb O HUX.

Bce ycnyru SAP Embedded koopauHupyet MeHepxep
B3aMMOAENCTBUA €O CTOpoHbl KnueHTta. N3meHeHus B
obbem ycnyr SAP Embedded moryT ObiTb BHECEHbI
TONbKO Ha OCHOBAHMM MUCbMEHHOMO COrMnaLleHUs CTOPOH.
JTioGble Takne M3MEHEHMS B YCMOBUSIX OKasaHWs yCnyr
SAP Embedded B ntobom crnyyae kacatoTcs TOMNbKO yCnyr
SAP Embedded n He umeloT oTHoweHus k ycnyram SAP
apyroro Buaa.

OkcnepTHble ycnyrn SAP

SAP MOXeT npefocTaBnaTb WMHHOBALMOHHBIE YCHyru,
ycnyrm no COBMECTHOMY NPOEKTUPOBAaHWIO,
NNaHUPOBaHWNIO apXUTEKTYPbl, NOAAEPXKKE BHEAPEHUS,
obecneveHunto knbepbGesonacHOCTM U COOTBETCTBUSA
TpeboBaHusimM, PaaS un DevOps, 3awmTe, CKBO3HbIM
onepauuam wwnu nogaepxke MHHOBaALMOHHbLIX BM3Hec-
peLleHuii (B COBOKYMHOCTU «DKCNepTHbIe yenyru SAP»)
B TeveHne OBblyHOro paboyero BpeMeHM (ECnu CTOPOHbI
3apaHee He [JoroBopunmMcbe 06 MHOM B MUCbMEHHON
dopmMe) B COOTBETCTBMU C MOPSAKOM, ONpeaeneHHbIM
SAP un KnueHTOM B COrnacoBaHHOM  NnaHe
B3aMMoencTeus B pamkax Ycnyr MaxAttention, c yyetom
KBOTbl Ha IHW NpefoCTaBneHnss JKcnepTHbIX ycnyr SAP
3a [epvog B TeyeHne Cpoka okasaHus ycryr
MaxAttention, ykasaHHoro B npunaraemom Kk [lorosopy
Onncannm obvema ycnyr MaxAttention («KBoTa Ha
KCNepTHbIE YCNyrn»).

KnveHt B pamkax KBOTbl Ha npegocTaBneHue
OkcnepTHeIX  ycnyr  BrnpaBe  Bbibpatb  Mobyto
cTaHgapTHyo JkcnepTHyto ycnyry SAP 13 Tekyuiero
noptcpensa 3OkcnepTHbix ycnyr SAP. Cnncok TekyLmx
OkcnepTHbix  ycnyr SAP  pgoctyneH no  agpecy
http://www.sap.com/maxattention-service-list.

YTo6bl cnnaHmpoBatb JkcnepTHble yenyrn SAP, KnueHTy
HeobxoaMMo cBsA3aTbCA C HasHaveHHbIM MeHemxepom
LTQM wnu  Cneumanuctom cnykObl  BCTPOEHHOM
nopaepxkn. SAP TpebyeTcs He MmeHee 5 Hepenb Ha
nnaHupoBaHune npenocTaBneHus 3anpoLLUEHHbIX


http://www.sap.com/activeattention-service-list
http://www.sap.com/maxattention-service-list
http://www.sap.com/activeattention-service-list
http://www.sap.com/activeattention-service-list
http://www.sap.com/activeattention-service-list
http://www.sap.com/maxattention-service-list
http://www.sap.com/activeattention-service-list

2.2.4.

2.2.5.

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 Customers 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.

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.

2.2.4.

2.25.

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

SkcnepTHbix ycnyr SAP. B 3aBucumocT OT cuTyauum
npegocTaBneHne SkcnepTHbIX ycryr SAP MoxeT ObITb
3annaHvpoBaHo ncxopas u3 KPaTKOCPOUHbIX
notpebHocTen M B COOTBETCTBUMM C BO3HWUKAKOLLMMU
TpeboBaHusaMM npoekta. SAP nogcyMTbiBaeT pacyeTHoe
KONMMYECTBO AOHEW, HeobOXoauMbIX And  OKasaHus
3anpoLlueHHon JkcnepTHon ycnyrn SAP, B cooTBeTCTBUM
C npepocTaBneHHoW WHdopmaumen n TpeboBaHUSMM
KnueHta. Takon noacyeT BKNOYaeT MeponpuaTus Mo
NoAroToBke WM nocnegywowme  npoueccbl.  OHu,
ucrnonb3oBaHHble Ha  OkcnepTHyto  ycnyry  SAP,
BbluMTaloTca M3 KBOTbI Ha 3KCMepTHble YCryr no Mepe
npumeHumMocTn. Bpems, 3aTpaveHHoe Ha npoesa, He
NoAnexuT Bbl4eTy 13 KBOTbI Ha aKcnepTHble yenyrn. Ecnn
KnueHT caBuraeT BpeMsi OKa3aHWsi UM OTMEHSIET YyxXe
YTBEPXOEHHYIO M MNOArOTOBMEHHYD K  OKasaHuio
OkcnepTHyto ycnyry SAP B cpok MeHee YeMm 3a 3 Heaenu
[0 AaTbl ee Havana, To SAP MoxeT BblYecTb 13 KBOThI
KnuneHta Ha OkcnepTHbIE YCryrn KONMYECTBO OHEW, YXKe
3aTpayveHHbIX Ha NOArOTOBKY TaKOW JKCMEpPTHOW ycrnyru
SAP.

KnuneHT dopmupyeT npoekTHyto rpynny n obecneunsaet
OOCTYMHOCTb COOTBETCTBYHOLUMX KOHTAKTHbIX vl B
TeYeHne NOoCTaBKM KOHKPETHbIX JKCNepTHbIX ycnyr SAP.
B cocTtaB TakMx MNpPOEKTHbIX TPynmn OOJDKHbI BXOAWTb
cnegywowime COTPYOHUKM CO CTOpOHbl Knuvewta: WUT-
MeHekep MpoekTa, nuua, OTBETCTBEHHbIE  3a
COOTBETCTBYHOLLME Oun3Hec-npoLieccsl, CUCTEMHbIE
aQMUHMCTPATOpPbI, aKTWBHbIE MoNnb3oBaTenu u nuua,
OTBETCTBEHHblE 3@ BHEAPEHUE  COOTBETCTBYHLLUX
OCHOBHbIX Ou3Hec-npoueccoB. [lporpamma OencTBuin
TpebyeT yyacTus HEKOTOpbIX YNEeHOB WM  BCeW
npoekTHon rpynnbl KnveHTta. [Jo mocTaBkn OKCMEepTHOM
ycnyrn SAP MeHenxepbl B3auMOAENCTBUIA:

a) corrmacosblBaloT ochuumanbHyto nporpammy
OencTBMI MO OKasaHuio JkcnepTHow ycnyrn SAP;

b) obecneunBaloT yyactTme YrieHOB MPOEKTHOW rpynmbl
KnueHTa B TpebyeMom obbeme; n

C) onpegensitoT, Kakoe nporpammHoe obecnedyeHne

SAP Heobxognmo ans npefocTaBneHns
OkcnepTHOM ycnyrn SAP.
Kateropus OkcneptHbix ycnyr SAP  «[lMoppepxka

WHHOBALMOHHBLIX OWU3HEec-pelleHnin» [OOCTyMHa TONbKO
ansa tex PyHkumi (onpegeneHHblx B JononHeHun 1), ana
KOTOpbIX AencTeyeT nogaepxka IDP (onncaHne koTopon
npuBegeHo B nyHkte  2.10) KkaK  KOMMOHEHT
B3aMMoaencTeus B pamkax ycnyr MaxAttention B
npunaraemom k [Jorosopy OnwucaHun obbema ycnyr
MaxAttention.
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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 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
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SAP Expertise on Demand
TpeboBaHuto)

(Okcneptnsa SAP no

Yenyrn SAP Expertise on Demand («EoD» nnu «Yenyru
EoD») — 3TO yAaneHHbl cepBuc, NpeaocTaBnsloLwni
pecypcel SAP pans ypoBnetBopeHus noTpebHocTel
KnueHrta B BbINOMHEHUN KPaTKOCPOUHbIX "
cpenHecpoYHbIX 3agad (MakcuMyM Ao aecaty aHen EoD
3a nepuon). OTM 3adaum CBfA3aHbl C  peLUeHneMm
TEXHUYECKN CMOXHBIX WM  HEeOOBbIYHLIX  BOMPOCOB,
KOTOpble, Kak MpaBuio, BbIXOAST 32 pPaMKu 3HaHUA W©
onbiTa nepcoHana KnueHra: Hanpumep,
He3HaunTenbHble mMoandukaumm MporpammHoro
obecneveHns SAP (B cOOTBETCTBUM C OnpeferneHnemM B
JlnueHsnoHHom  poroBope SAP), He3HauuTenbHble
N3MEHEHUSA KOHUrypaumMmn ycTaHoBreHHow y KrnveHTa
nporpammMmHon cuctembl SAP, nepegaya 3HaHuWM Mo
MporpammHomy obecneveHnto SAP un pgpyrve cxoxwue
3agauun. Ycnyru EoD He BkniovatoT:

a) pearvpoBaHue Ha MHUMAEHTbI KnueHTa, Tak Kak aTo
perynupyetcs [lpunoxeHnem o nogdepxke K
JInueHsnoHHOMyY JOroBopYy; Unu

b) ®yHkumu, paspabotaHHblie SAP Innovative Business
Solutions.

Ycnyrm EoD okasbiBatoTca B ObbluHOe paboyee Bpems
onpefeneHHoe KONU4ecTBo AHen 3a lNepuog B TedeHue
Cpoka okasanuss ycnyr MaxAttention, ykasaHHOro B
npunaraemom K [oroBopy OnucaHum obbema ycnyr
MaxAttention («kKBoTa Ha ycnyru EoD»).

YTtobbl Bocnonb3oBatbcst  Ycnyramu EoD, KnueHT
HanpaBnseT 3anpoc Ha NpegocTaBreHne NoaaepX kM Ha
aHIMWINCKOM A3blke Yepe3 MHAPACTPYKTYpy NOALEPXKKU
SAP ¢ ykasaHueM 3agja4sm U CONyTCTBYOLLEW
nHcpopmauumn ans 3agaum EoD, B OTHOLWEHUM KOTOpPOW
KnuneHTt 3anpawwuBaeT nomolub B SAP («3agauya EoD»).
3atem SAP aHanuaupyeT 3anpoc KnueHTta Ha 3apgady
EoD. SAP wmoxetr oTknoHuTe 3apadvy EoD,
HanpaBneHHyl KnneHTom, ecnu 3anpoc He SABnseTcs
akTyanbHon 3apgadei EoD B COOTBETCTBMM C AaHHbIM
nyHkTom 2.3, unu ecnu 3agada EoD He moxeT ObITb
peanusoBaHa B CBA3M C  TEXHUYECKUMU UMK
OpUANYECKMMU  OrpaHudeHnsmn. Ecnn 3apgava EoD
MOXeT ObITb peanm3oBaHa SAP, To SAP npegocTaenser
KnueHty nnaH pgewctBvMin no ee BbINONHeHuo. Ecnu
KnneHT npuHumMaeT nnaH gencreum n npocnt SAP HavyaTb

paboty, SAP npepoctaBnset KnueHTy pJaHHble O
npUeNN3nNTEeNbHON  NPOAOIMKUTENBbHOCTM  BbINOMHEHUS
3agaun EoD (B vacax, MwuHMManbHOe Bpems

BbiNnonHeHus 3agayn EoD — 4 vaca). [Nocne npuHsatua
KnueHTtoMm pacueTHow oueHkn SAP npucTynaet k pabote



2.3.4.

2.4.

24.1.

2.4.2.

2.43.

2.5.

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 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
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no BbiNonHeHnto 3agaym EoD B cOOTBETCTBMM C MaHOM
OEVCTBUN. dakTnyeckoe KONM4ecTBO 4acos,
Heobxoanmoe Ans BbiNnonHeHus npuHsaTon 3agadn EoD,
BblumTaeTca u3 Keotbl Ha ycnyrm EoD. Ycnyru EoD
Henb3s UCMoNb30BaTh ANA OKa3aHUsA OKCMEPTHbIX yCnyr
SAP, nepeyncrieHHbIX B NyHKTe 2.2.

SAP npunaraeT pasyMHble C KOMMEPYECKOW TOYKU
3peHns ycunuss Anst  BbIMOSNIHEHUS  HanpaBreHHbIX
KnunenTtom 3anpocos Ha 3agaun EoD, Ho He rapaHTupyer,
YTO CMOXET BbINOMHUTb UMW BbINOMHUT KaXKAbI 3anpoc
KnueHta Ha 3apady EoD, u He HeceT OTBETCTBEHHOCTU B
crniyyae HEBbLIMOMHEHNS UMW OTCYTCTBUSA BO3MOXHOCTU
BbINONHeHMs 3anpocoB Ha 3agaum EoD. SAP 06sa3yeTtcs
NUCbMEHHO yBE4OMUTb Knuenta B cnyvae
HEBO3MOXHOCTU BbIMOJIHEHNST Kakoro-nnbo 3anpoca Ha
3apayy EoD. Ecnu SAP HaunHaeT pabotbl no 3apave
EoD, a 3aTtem pellaeT, YTO HE CMOXeT unu He bynet
3aBepLiaTtb ee BbinonHeHne, SAP HanpasnseTt KnueHty
NUCbMEHHOE Pa3bsiCHEHNE NMPUYNH TAKOro PELLEHNS.

Yenyrm SAP On-Call Duty

Yecnyrm SAP On-Call Duty npegnaratoT yaaneHHbIn
AOCTYN K KOHTaKTHOMY nuLy 13 cnyx6bl nogaepxkm SAP,
KOTOpoe No Mepe HeobXxo0AUMOCTY OKa3blBaeT NOAAEPKKY
KnveHTy no KpuTuyeckn BaxKHbIM Ou3Hec-npoueccam.
Takoe KoHTakTHoe nuuo no Ycnyram SAP On-Call Duty
JOCTYMHO B TeYeHWe OnpeneneHHoro KonuyecTsa
ceaHcoB Ycnyr SAP On-Call Duty B pamkax lNMepvoga B
TeyeHne Cpoka okasaHus ycnyr  MaxAttention,
yCTaHOBMNEHHOrO B npunaraemom K [lorosopy OnucaHum
o6bema ycnyr MaxAttention («kKBota Ha ycnyrmn On-Call
Duty»).

CeaHc Ycnyr SAP On-Call Duty npoBoauTcs:

a) nnbo c noHepenbHWka No BockpeceHbe ¢ 08:00 go
20:00 Toro ke AHst N0 MeCTHOMY BpeMeHu KnmeHTa;

b) nmbo c noHepenbHWKa no BockpeceHbe ¢ 20:00 go
08:00 cnepytowero AHA MO MECTHOMY BpPEMEHMU
KnueHTta.

Ons nnanvpoBaHna Ycnyr SAP On-Call-Duty KnveHty
HeobXx0AUMO HanpaBuTb MUCbMEHHBIV 3anpoc naBHOMY
MeHeKepy MO  TEeXHWYECKOMY  KayecTBy  UNn
HasHayeHHoMy Cneuunanucty cnyx0Obl  BCTPOEHHON
nogaepxku. NMnaHnpoBaHne CPoKoB okasaHusa Ycnyr SAP
On-Call Duty npousBoauTtcs nocne npeaBapuTenbHOro
yBefoMneHus 3a 5 Hegenb.

CornaweHune 06 ypoBHe cepsuca SAP
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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 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.

25.1.
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CornaweHne 06 ypoBHe cepBuca SAP [OCTYNHO Kak
KOMMOHEHT B3aMMOAEeNcTBUss B pamkax Ycnyr SAP
MaxAttention, npegocTasnsAemMblX KnueHTam,
3aKMIOYMBLUMM  JOrOBOp Ha ycnyrm nopaepxku SAP
Product Support for Large Enterprises («PSLE») B
cooTtBeTcTBUM C [punoxeHnem o nogaepxke. KnmeHThl,
3akntoumsLime gorosop ¢ SAP Ha ycniyru SAP Enterprise
Support, npnobpeTatot CornaiueHvne o6 yposHe cepsuca
B COOTBETCTBMM C YCITOBUSIMW Takoro 40orosopa.

MpuBeaeHHble  HwKe ob6dA3aTenbcTBa B pamKax
CornaweHus 06 ypOBHE cepBsuca («SLA»)
pacnpocTpaHAlTCA Ha BCe HanpaeneHHble KnneHTom
MHUMAEHTbI, KoTopble SAP npuHumaeTr B ob6paboTky €
Mpuoputetom 1 unnM 2 U KOTOpble COOTBETCTBYIOT
o6s3aTenbHbIM npengapuTenbHbIM YCINOBUSIM,
nepeynCreHHbIM B HACTOSILLLEM LOKYMEHTE, B OTHOLLIEHUN
KOMOMWHauuin yctaHoBok KnueHta n vpeHTudmkaTopos
cuctem («SID»), ykadaHHbIX B npunaraemom k [loroBopy
OnncaHun obbema ycnyr MaxAttention. Takume SLA
BCTYNalOT B CUNY HayMHas C NepBOro  MOMHOro
KanenHgapHoro kBapTana, cnegywowero 3a [aTon
noanucaxHusa Jorosopa.

SLA no cpokam nepBUYHOro pearmpoBaHus:

a) WHumpeHTsl ¢ MNproputetom 1 («OYeHb BBICOKUNY):
SAP o00s3yeTcqd pearypoBaTe Ha WHUMOEHTbI C
Mpuoputetom 1 B TedeHne 1 yaca C MOMEHTa
NoCTynneHus nHdopmMaumMm O TakOM WHUWMAEHTE B
SAP (B noboe Bpems cyTok M B noboi AeHb
Hegenu). MHumaeHTy npuceavBaetcs lMpuoputeT 1,
ecnu  BO3HWKWAasi npobrema WMMeeT  OYeHb
cepbe3Hble MNOoCneacTBuMA  Ans  OCYLEeCTBNEHUS
CTaHgapTHbIX OusHec-onepauuin, W BbINONHEHNE
CPOYHbIX, KPUTUYECKN BaxHbIX AN O6usHeca paboT
CTaHOBUTCA HEBO3MOXHbIM. OObIYHO 3TO MOXeT
6bITb BbI3BAHO CrEeAYHOLLMM: MOMHbIN OTKa3 CUCTEMBI,
Henonagkn B UEeHTpanbHbiXx  QyHKumsax SAP,
KpuTnyHble npobnembl U HEAOCTYNHOCTb OOXOAHBIX
PeLUeHU B KaXXOOM U3 TaKnX Cryyaes.

b) WHumpeHTsl ¢ lNpuoputetom 2 («Bbicokuinn): SAP
obsa3yeTcss  pearvpoBaTb Ha  MHUMOEHTbI  C
Mpuoputetom 2 B TeyeHne 4 vacoB nocne
NOCTYNNEHNs MHAPOPMALMN O TakOM WHUUAEHTE B
SAP B TeuyeHne MecTHoro pabGoyero BpeMeHM.
WHumnpenty npucsamBaetcs [lpuoputetr 2, ecnu
CYLLECTBEHHO 3aTpyAHEeHo BbINOMHEHWE
CTaHOdapTHbIX Ou3Hec-onepauui M OTCyTCTBYeT
BO3MOXHOCTb BbINOMNHATL psf Heo6XoaMMbIX 3agad.
Takas cuTyaums OObIMHO SABNAETCA pe3ynbTaTom
HEKOPPEKTHON WNM HeBepHoW paboTbl YHKUNNA,
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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 identifying responsible
SAP resources;

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.

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 Customer; and

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

2522
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npeaHasHayeHHbIX  Ans
onepauui u/vunu 3agau.

BbINOJIHEHUA Taknx

JdononHuTenbHy MHPOPMAaLMI0 O Ha3HAYEHUN YPOBHEN
npuoputeta cMm. B SAP-HoTe 67739, pasMmelleHHON B
6ase paHHbix SAP-HOT Ha BebG-canTe noggepXku
knueHToB SAP no agpecy http://support.sap.com/notes.

SLA B OTHOLLEHUN
KOPPEKTUPYHOLLIMX mMep
Mpuoputetom 1

CpOKOB
ans

npegocTaBneHns
MHunaeHToB c

SAP npepoctaensieT pelwueHne, 06xoqHoOM NyTb U nnaH
OEVCTBUI MO paspelleHnto HarnpasBreHHoro KnneHTtom
uwHumgeHta c¢ [puoputetom 1 («KoppekTtupytowme
Mepbi») B TeYeHue 4 4acoB C MOMEHTA MOCTYMNMEHUs
MHcbopmMaLmm o Takom nHumaeHte B SAP (B no6oe Bpemsa
CYTOK 1 B NMoOON AeHb Heaenu).

Ecnn B kauvectBe Koppektupytowen mepbl KnneHty
npegocTtaBnsAeTcss nnaH OeNcTBMA MO PeLUeHUto
npo6nembl, Takon MraH BKIOYaEeT:

a) wuHgopmauMio O cTaTyce npouecca YCTpaHeHus
oLnBKN;

b) wHdopmauuo o0 3annaHMpPOBaHHbIX AarbHENLUMX
warax C YykazaHWeM  OTBETCTBEHHbIX 1w,
Ha3HayeHHbIX SAP;

C) WHdopmauumio o Heobxoammbix AencTBusix KnveHta
no noaAepKKe npoLecca yCTpaHeHns OLnOKu;

d) no BO3MOXHOCTH
OCYLLLECTBMEHNS  Mep,
CTOPOHbI SAP; 1

nnaHvpyemble
npeanpuHMMaeMbIx

aatbl
co

€) pAarta v Bpems cnegytowero obHoBNeHns crtatyca co
cTopoHbl SAP. JansHenwwne d)oGHOBNeHuUs cratyca
BKIIOYAIOT KpaTKoe OMnucaHue Yxe MPUHATBIX Mep,
nHpopmaumio O credylowmx  3annaHupPoBaHHbIX
JencTBMaAX WM gaty W Bpems  crnegyloulero
obHoBNeHus craTtyca.

SLA ansi KoppeKkTupyoLmx Mep OTHOCUTCS TOMbKO K TOW
yacTtu BpeMeHn  06paboTku, Korga VHUMOEHT
obpabaTeiBaeTcsi B SAP («Bpemsi o6paboTku»). Bpemsi
06paboTkn He BKMOYAET BPEMsi, B TEYEHME KOTOPOro

MHUMOEHT uMeeT cTatyc «[encrtBue KnNueHta» wunm
«[pegnoxeHHoe peweHne SAP», npu aTom:
a) crtatyc «[eAcTBME KNMeHTa» O3HayaeT, 4To

WHUMAEHT 6bin nepeaaH KnvexTy; n

b) cratyc «MpeanoxeHHoe peweHue SAP» o03HavaerT,
yTOo KoMnaHuemn SAP Obina npeanoxeHa
Koppektupytowas Mepa B COOTBETCTBUM C

10
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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 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

2.5.25.

2.53.

2.5.3.1.

2.5.3.2.

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

onpegeneHnmeMm OaHHONoO TepMMHa B HaCToALlEM
AOKyMeHTe.

SLA B OTHOWeHNN KOoppeKTupyrLlmMx Mep cuyutaeTcs
cobnogeHHbIM, ecnu B TeyeHMe 4 4acoe nocne
nonyyvyeHus uHdpopmMaumm komnaHus SAP npegnoxuna
peweHue (ctatyc «[lMpeanoxeHHoe peweHne SAP»),
BPEMEHHOE pelleHve unu nnaH AencrTsuin, nubo ecnu
KnveHT paeTt cornacve CHU3UTL YpPOBEHb MpuopuTeTa
WHUMOEHTA.

MpenBapuTenbHbIe YCNoBKS

SLA [eincTBylOT TOMbKO MPU BbINOMHEHUN CrieayLmnx
obsa3aTenbHbIX YCNOoBUN AN BCeX MHUMOEHTOB:

a) MHUMOEHTbl OTHOCATCA K Bbinyckam [porpaMmHoro
obecneveHns SAP, koTopble knaccuuuupyoTcs
SAP kak wuMmelwme cTaTyc «HeorpaHu4eHHas
rnoctaBka», 3@  MUCKMOYeHneM WHUWMOEHTOB,
OTHOCALWMXCA K AHanm3y nepeonpuYmMH MHLUMOEHTOB
Ons NonNb30BaTeNbCKOro KoAda, ONUCaHHbLIX danee B
nyHkTe 2.6;

b) wHumpeHTbl npepoctaBnaTca  KnneHTom  Ha
aHIMUACKOM AA3blKe, MepefaltTcs 4vepe3 Cuctemy
SAP Solution Manager Enterprise Edition B
COOTBETCTBUM C AEMCTBYIOLLIEN HA MOMEHT OTNpPaBKu
npoueaypon nepeaayn MHUMOEHTOB 1 coaepxaT Bce
cBefeHnst (ykasaHHble B SAP-HoTe 16018 wnm B
nobon nocnepytowen SAP-HOTe, KOTOpas 3aMeHuT
SAP-HoTy 16018), Heobxoaumbie SAP anst npuHATUSA
Mep MO PEeLLEHNI0 BO3HMKLLEN Npobnembl; 1

C) MWHUMAOEHTbl OTHOCATCA K BbIMycKy [MporpammHoro
obecneveHusa SAP, Ha KOTOPOE pPacnpOCTPaHAKTCA
ycrosusi OcHoBHOro unm PacLumpeHHoro
COMPOBOXAEHUS.

Ona wHumpgeHtoB ¢ [lMpuoputetom 1 KnueHT pgormkeH
BbINOSIHUTbL CrieayloLne npeaBapuTerbHbIE YCIOBUS:

a) npobnema u ee BNuUsiHNE Ha GU3HEC OOMKHbI ObITh
onucaHbl HacTONMbKO MNOAPOGHO, HACKOMbKO 3TO
Heobxoammo SAP ansi oueHkn Npobnemsi;

b) KnueHT HasHavaeT KOHTaKTHOE MU0, koTopoe byaet
[OCTynHo Ans o6meHa nHdopmMauumeri ¢ SAP 24 yaca
B CyTKW, 7 OHen B Hedenio, BrageeT aHrfuncKkum
A3bIkOM W 00nagaeT AOCTATOYHbIMK 3HAHUSIMU U
HaBblkaMu, 4TOOblI MOMOYb, B COOTBETCTBUU C
obsasatenbctBamm  KnveHta no  HacTosLiemy
OOKYMEHTY, B pelleHun npobnemel, nepegaHHon B
SAP c lNpuoputetom 1; un
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2.54.

2.5.5.

2.55.1.

2.5.5.2.

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
functionalities of software developed specifically for
Customer (including without limitation those
developed by SAP Innovative Business Solutions
and/or by SAP subsidiaries) except for custom code
built with the SAP development workbench;

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:

2.5.4.

2.55.

2.55.1.

2552

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

c) KnneHT HasHayaeT KOHTaKTHoe NULO ANst OTKPbITUS
yOaneHHoro MOAK/OYeHUss K cucTeme W Ans
npeaocTaBneHus SAP HeobxoanMbIX
PErMCTPaLMOHHbIX AaHHbIX A BXOAA B CUCTEMY.

VckntoueHus

M3 SLA wncknoyeHbl criegylowime Tunbl UHUMAEHTOB C
Mpuoputetom 1:

a) WHUMOEHTbl, OTHOCALUMECH K BbiNycKkam, BEPCUSAM
uvnn  QyHKUMAM nporpaMMHoro obecneyeHus,
KoTopoe paspabaTbiBanocb crneuuanbHO  Ans
KnueHTa (B TOM Yncne nporpaMMHOro obecneyeHus,
paspaboTtaHHoro opraHu3aumen SAP  Innovative
Business Solutions n/vunn goYyepHUMKN KOMMIAHUSMU
SAP), 3a MCKIIOYEHMEM MOMb30BATENbLCKOro KoAa,
CO3[aHHOr0 C MOMOLLbK  WHCTPYMEHTAbHbIX
cpeacTts paspaboTkn SAP;

b) wHUMOeHTbl, OTHOCAWMEcH K BepcuaM  Ang
KOHKPETHbIX CTpaH, peann3oBaHHbIM Kak
napTHeEpCKMe  OOMOSIHEHMWS,  pacLUMpeHuss  wunm

mMoaudukaummn, WCKNYalTes, Aaxe ecnu Takve
BEPCWU A5 COOTBETCTBYHOLLMX CTPaH Oblfv CO3AaHbI
camown komnaHven SAP nnu ee AdpdunnmpoBaHHbIM
nMuUoM; 1

C) MHUMOEHTbI, OCHOBHOM NPUYNHON KOTOPbIX ABNSIETCA
He HeucnpaBHOCTb, a OTCYTCTBME KaKOW-rnmbo
byHKUMOHANbHON  BO3MOXHOCTM  («3anpoc  Ha
paspaboTky»), WM WHUMOEHTbI, OTHECEHHblE K
KaTeropuv 3anpocoB Ha KOHCYNbTaLumio.

HeyCTOVIKa 3a HecobntogeHne YPOBHA cepBuca

Cuutaetcs, 4TO onpegeneHHble Bbile obsizaTenbcTea
SAP cornmacHo SLA BbinonHeHsbl, ecnu  cnyxba
conpoBoxaeHus SAP oTpearMpoBana B yCTaHOBINEHHbIE
Cpokun He MeHee 4eM B 95% crnyyaeB OT obuiero
KonuyecTBa criydaeB no Bcem SLA 3a KaneHpapHbiii
kBapTan. Ecrnn B kakon-nmbo KaneHwgapHbii kKBapTan B
TeueHne Cpoka okasaHusi ycnyr MaxAttention KnueHt
HanpaBuT MeHee 20 WHUMOEHTOB B COOTBETCTBUMU C
BbllLeyKa3aHHbIMK SLA (B COBOKYMHOCTM Mo Bcem SLA),
obsizatenbctBa SAP no BblweonucaHHbiM  SLA
CUMTAlOTCS BbINOSIHEHHBIMK, ecnn SAP He npeBbICUT
ycTaHoBneHHble B SLA cpoku pearvpoBaHus 6onee yem
AN OOHOro MHUMAEHTA B TeYeHMe COOTBETCTBYHLLErO
KaneHngapHoro kBapTana.

B cooTBeTCcTBUM C NonoxeHnsamu nyHkta 2.5.5.1 B cnyyae
HecobnoaeHns  ycTaHoBrneHHbix CornaweHuem o6
ypoBHe cepBuca cpokoB «HeucnonHeHune SLA»)
NPUMEHSIOTCA cneayloLlme npasuna v npoueaypbl:
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2.6.

2.6.1.

a) Customer shall inform SAP in writing of any 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 Customers
MaxAttention Service Fee for such Calendar Quarter;

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

2.6.

2.6.1.

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

a) KnueHT nnucbmeHHo MHopmupyeT komnanuio SAP o
nobom npegnonaraemom HeucnonHeHuun SLA;

b) SAP paccmatpuBaeT ntobble NpeTeH3nn Takoro poaa
" npencraenseT NUCbMEHHBIN oTyerT,
noaTesepxaaroLwuin unun onpoBeprarwoLuii
060CHOBaHHOCTb NpeTeH3nn KnnenTa;

c) KnueHT okasbiBaeT pasymHoe copenctene SAP B
ycTpaHeHun nmobbix npobnem wnM npoueccos,
npenaTcTByoWnX BbinonHeHuto SAP Cornawenus
06 ypoBHe cepBuCa;

d) CornacHo nyHkTy 2.5.5, ecnu cornacHo oOT4eTy
AokasaHo HeucnonHenne SLA, SAP npumenset
Heyctonky 3a HecobniogeHne YypoBHSA cepsuca
(«HeycTomka»), koTOpas BKM4aeTcs B CrieayoLwnm
cyeT, BbicTaBnsgembin  KnueHty 3a  ycnyrm
MaxAttention, B paamepe 0,25% OT cToMmocTuh ycnyr
MaxAttention, npepoctaBnsembix KnueHty B
cooTBeTcTBYOWMN  KaneHgapHbln  KBapTan, 3a
KaXadbll  MOATBEPXAEHHBIN ~ OTYETOM  Criyyaw
HeucnonHeHnnsa SLA; npu 3ToM MakcumarnbHas
COBOKYMHass cymma Heyctonmkm 3a  Kaxabln
KanengapHbIv kBapTan He MoXeT npesbiwaTtb 5% ot
yctaHoBneHHoro ansa KnueHta BosHarpaxgeHns 3a
ycnyrm  MaxAttention, okasaHHble B Takow
KaneHgapHbI kBapTan;

e) KnuneHt yBegomnset SAP o nobbix npuymTatoLmxcs
HeycTorkax B TeueHne 1 mecsiLa nocrne oKOH4YaHus
KanengapHoro kBapTana, B KOTOPOM MMENO MeCTO
HeucnonHeHne SLA;

f)  HeycToiiku He npumeHsoTCs B crnyyae, ecnu SAP He
nonyyaeT ot KnueHta nMcbMeHHOe yBeOoMreHne ¢
060CHOBaHHbIM TpeboBaHveM ynnaTuTe HeycTolky;
n

g) [llpepycmoTpeHHas nyHkTtom 2.5.5,2 HeycToika
SIBNSIETC  €OMHCTBEHHbIM U UCKIMHOYUTENbHBLIM
cpencTBoM npaBoBov 3awmTbl KnueHTa B cnyyae
npegnonaraemoro unm dakTnyeckoro
HeucnonHeHus SLA.

Yenyra SAP  no  aHanusy
nonb30BaTeNbLCKOro Koaa

nepBonpu4nH ans

SAP npoBoguT aHanu3 OCHOBHbIX MPUYMH MHUWOEHTOB
Ons nonb3oBaTtenbckoro koga KnueHTa, co3gaHHoOro ¢
NMOMOLLbIO  MHCTPYMEHTanbHbIX CpeacTs  pas3paboTku
SAP, B KpUTWYHbIX ANsi Gu3Heca cuTyauusix U MOXEeT
nNpeaoCcTaBUTbL PEKOMEHAALMM MO PELLEHNIO MHUMOEHTa B
cooTBeTCTBUM C ycnoBusmn SLA, npuBegeHHbIMU B
nyHkte 2.5.2 1 MNPUMEHUMBIMX K WHUMAEHTam C
Mpuoputetammn 1 1 2, KOTopble KacarTcs KOMOMHALWIA
yctaHoBok KnueHta u SID, nepeuucneHHbix B
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2.6.2.

2.6.3.

2.6.4.

2.7.

2.7.1.

2.7.2.

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

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.

2.6.2.

2.6.3.

2.6.4.

2.7.

2.7.1.

2.7.2.

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

npunaraemom Kk [Jorosopy OnucaHun obbema ycnyr
MaxAttention, n koTopble HanpasneHbl KrnveHTOM B
COOTBETCTBUM C MYHKTOM 2.5.3.

Ons nonydvenns ycnyrn SAP no aHanv3y nepeonpuyvH
Ons  nomnb3oBaTenbckoro koga  KnueHT, nomumo
BbINONHEeHUs obsi3aTenbHbIX NpeaBapuUTenbHbIX YCNOBUA
ans SLA, ykasaHHbIx B MyHKkTe 2.5.3 Bbille, LOIMKEH
3aperucTpupoBaTb CBOW MOMb30BaTeNbCKUA KOO B
COOTBETCTBMM C OENCTBYWOLWUMW HA TOT MOMEHT
ctaHgaptamm SAP (nogpobHyto MHGOpMauuo cMm. Mo
ccbinke http://support.sap.com/supportstandards).

BbiwensnoxeHHble nonoxeHns SLA B OTHOLIEHWUU
KoppekTtupytowmx mep ang nHunaeHTos ¢ [Nproputetom
1, OTHOCALIMXCA K nonb3oBaTenbckomy koay KnuewTa,
CYMTalOTCS BbINONMHEHHBIMY KOMNaHuen SAP, ecnn Bbinu
BbISIBNEHbl BO3MOXHbIE OCHOBHbIE MPUYUHBI MHLMOEHTa
n/vnun cbos B paboTe nonb3oBaTenbCkoro koga KnvneHTa.

Ycnyra SAP no aHanusy OCHOBHbIX NMPUYMH UHLMOEHTOB
ANA  NOMb30BaTeNbCKOro  Koga  He  BKIoYaeT
npefocTaBneHne ucnpaeneHni, 06XodHbIX nyTen wunu
peweHus npobnem Ans  nNonb3oBaTenbCKOro  koAda
KnveHta HesaBncumo oOT TOro, kem Obin cosgaH
nonb3oBaTenbckun kof Knuenta. VicnpasneHusa ®yHkuuia
M cnocobbl pelleHns CBSI3aHHbIX C HUMW WHUWOEHTOB
MoryT npegoctaBnatbcd SAP Innovative Business
Solutions no oTAenbLHOMY CornalleHuio.

CornaweHue 06 yposHe cepsuca SAP Premium

CornaweHne 06 ypoBHe cepBuca SAP Premium
(«PSLA») [OCTYNHO Kak KOMMOHEHT B3aMMOLEWCTBUSA B
pamkax Ycnyr SAP MaxAttention, npegocTtaBnsiembix
KMWeHTaMm, 3aknioyvMBLUMM  [JOTOBOP Ha ycnyrm B
cootBeTcTBMM C [lpunoxeHnem o nopaepxke K
JIMueH3noHHOMyY A0roBOpYy MU B Ka4eCTBE KOMMOHEHTa
cornaweHus 06 ycnyrax MaxAttention. PSLA aBnstoTca
pononHeHvem k CornaweHnam o6 ypoBHe cepsuca,
npegocTaBnseMbiM B COOTBETCTBUM C [TpunoxeHvem o
nogaepxke K JIMLeH3MoHHOMyY AOroBOpYy UNn B KayecTBe
KOMMOHeHTa cornawenus 06 ycnyrax MaxAttention.

MpuBeoeHHble HWxe obsi3aTenbcTBa B pamkax PSLA
pPacnpoCTPaHATCA Ha BCe HarnpaereHHble KnveHTom
WHUMOEHTbI, koTopble SAP npuHumaeT B 06paboTky C
MpuopwuteTom 2, 3 unu 4 (cornacHo onpeaenexuto B SAP-
HoTe 67739) 1 KOTOpble COOTBETCTBYIOT 00s3aTENbHLIM
npenBapuTenbHbIM YCIOBUAM, yKa3aHHbIM B HACTOSILLLEM
OOKYMeHTe, B OTHOWEHMM KOMOMHAUUM yCTaHOBOK
KnueHta u SID, ykasaHHbIX B npunaraemom K [Jorosopy
Onucannn obbvema ycnyr MaxAttention. Takue PSLA
BCTYMalOT B CUNly HayMHas C MepBOro  MOJSIHOrO
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2.7.2.1. 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 and/or tasks.

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

c) Priority 4 Incidents (“Low”): SAP shall respond to
Priority 4 incidents within 8 hours of SAP’s receipt
during Local Office Time of such Priority 4 incidents.
An incident is assigned Priority 4 if the problem has
few or no effects on normal business transactions.
The problem is caused by incorrect or inoperable
functions that are not required daily or are rarely
used.

2.7.2.2. PSLA for Corrective Action Response Time for Priority 2

Incidents

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

2.7.2.1.

2.7.2.2.

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

KanengapHoro keapTana,
noanvcanus [orosopa.

cnegytwoulero 3a paToun

PSLA no cpokam nepBnYHOro pearmpoBaHus:

a) WHumpeHTtsbl c MNpuoputetom 2 («Bbicokminy): SAP
006sa3yeTcs oTBeYaTb Ha UHUMAEHTHI ¢ MpuoputeTom
2 B TeyeHne 2 4acoB C MOMEHTa MOCTYMIEHMS
UHopMauumn o TakoMm mHumaeHte B SAP (B ntoboe
BpeMs CyTOK U B Ntobon AeHb Hepenu). NHUmaeHTy
npuceamsaeTcs [puoputeT 2, ecnu CyLLECTBEHHO
3aTpyOHEHO BbINOMHEHNE CTaHAApPTHbIX Ou3Hec-
onepauuin U OTCYTCTBYET BO3MOXHOCTb BbIMOSHATH
psg HeobxooumbIx 3agad. Takas cuTyaumsi 06bIMHO
SBMNSETCA  pe3ynbTaToM  HEKOPPEKTHOM  unu
HeBepHOW paboThbl PYHKLMIA, NpegHa3HAYEHHbIX ANd
BbINOSIHEHUS TaKUX onepauuni n/unu 3agau.

b) WHumpeHTsl ¢ Mpuoputetom 3 («CpegHuiny): SAP
06sa3yeTcs  pearvpoBaTb Ha  WHUMOEHTbI C
Mpuopnutetom 3 B TeyeHne 4 vyacoB nocne
NoCTynneHus MHgopMaLun O TakoM MHUUOEHTe B
SAP B TeuyeHne MecTHoro pabGoyero BpeMeHM.
MHumaeHTy npucsausaetcs lNpuoputeT 3, ecnu oH
3aTparMBaeT BbINOMHEHNE CTaHAAPTHbIX Ou3Hec-
onepaumit. MprymMHoi Takon Npobnembl MOXET ObITb
HEeKOppeKkTHas unn HesepHas paboTta MyHKUNN,
npegHasHayeHHbIX  ANS  BbIMNOMHEHUS  TaKuX
onepauun.

¢) WHumpeHTtol ¢ lMpuoputetom 4 («Huskun»): SAP
obazyeTcs  pearvpoBaTb Ha  MHUMAOEHTbI  C
Mpuoputetom 4 B TeyeHne 8 uyacoB nocne
NOCTYNNeHns MHAMOPMaLuM O TakoM MHUMOEHTE B
SAP B TeueHne MecTHoro pabouero BpemeHM.
WHunpeHTy npucsBavBaeTca npuoputeT 4, ecnu
npobrnema okasbiBaeT He3HauyuTenbHoe BUSIHWE
unn Boobwe He BNusSeT Ha nNpoBeAeHue
CTaHAapTHbIX BusHec-onepauuii. MpuynHaMm Takmx
npobnem moryt ObiTb HekoppekTHas paboTa wnm
HepaboTOCNOCOGHOCTL PeaKo WNU  HeperynspHo
NCNonb3yeMblX PyHKLUNA.

PSLA B oTHOWweHUN
KOPPEKTUPYHOLLMX mMep
Mpuoputetom 2

CpOKOB
ans

npegocTaBreHus
WHunaeHToB c

SAP npepocTaBnseT pelueHne, 06Xo4HoOW NyTb UNW NNaH
OEeNCTBMI No pelueHunio npobnemsl («KoppekTupyrowme
Mepbl»), YKasaHHON AN nHunaeHToB ¢ [NpuopuTteTtom 2,
B TedeHMe 3 paboyumx OHEN C MOMEHTa MOCTYMNNeHus
MHOpMaLMM O Takmx MHUMAeHTax B SAP B TedeHue
MecTtHoro pabouero BPEMEHMU («<PSLA  pnsa
Koppektupytrowmx mep ansa Npuoputera 2»).
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2.7.2.3.

2.7.24.

2.7.25.

2.7.3.

2.7.3.1.

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

a) status of the resolution process;

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

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.

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
prerequisites are met for incidents:

the following

2.7.2.3.

2.7.24.

2.7.25.

2.7.3.

2.7.3.1.

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

Ecnn B KayecTtBe KoppekTtupytoLien
npegocTaBnsieTcs nnaH  OEenWcTBMA Mo
npobnembl, TakOW NNaH BKIOYaeT:

mepbl
peLueHuo

a) wuHgopmauuio O cTaTyce npouecca YCTpaHeHus
OLINOKY;

b) wHdbopmauuto o 3annaHMpPOBaHHbLIX AarNbHENLMX
warax C YyKkasaHMem  OTBETCTBEHHbIX  Nnul,
HasHayeHHbIX SAP;

C) WHdopmaumio o Heobxoammblx AencTeusax KnveHta
no noaaepxke npowecca ycTpaHeHnst oLnbKu;

d) no BO3MOXHOCTH
OCYLLIECTBMEHNS  Mep,
CcTOpOHbl SAP; 1

narbl
co

nnaHupyemble
npeanpuHMMaemMbix

€) pAarta v Bpems cnegyowero obHoBMNeHns ctatyca co
cTtopoHbl SAP. [JanbHenwme obHOBNeHWs ctaTyca
BKIIOYAIOT KpaTKoe OnucaHue yxe MPUHATBIX Mep,
WMHMOPMaLMIo O CrneayllWwmx —3annaHMpOBaHHbIX

OEeNCcTBMAX W AaTty W BpeMms  CcrieayoLlero
o6HOBMNeHus cTaTtyca.
PSLA B OTHOWeEHWM CPOKOB  NpefocTaBleHus

KoppekTupyowmx mep ansa NHumaeHTtos ¢ Mpuoputetom
2 OTHOCWTCS TONbKO K TOW YacTu BpemeHu obpaboTku,
Korga wuHumpeHt obpabaTtbiBaetca B SAP («Bpems
o6paboTkun»). Bpems 0bpaboTkm He BKIOYaeT Bpems, B
TeYeHMe KOTOPOro MHUMAEHT uMmeeT cratyc «[encreue
knueHta» unn «lMpegnoxeHHoe pelweHne SAP», npwu
3TOM:

a) cratyc «[eAcTBue KnUeHTa»
WHUMAEHT 6bin nepeaaH Knvexty; n

O3Ha4aeT, 410

b) cratyc «MpeanoxeHHoe peweHne SAP» o3HayaerT,
yto  komnaHmen SAP  Gbina  npeanoxeHa
Koppektupytowasas Mepa B COOTBETCTBUM  C
onpedeneHMemM [OaHHOrO TepMMHA B HACTOSILLEM
OOKYMEHTE.

PSLA B OTHOWEHWM CPOKOB  MNpefoCTaBreHust
KoppekTupytowmnx Mmep ans NHumaeHTtos ¢ MNpuoputeTom
2 cynTaeTca BbINOSHEHHBIM, €Cnin B TedeHne 3 pabounx
aHen obpaboTtkn nHungeHTtoB ¢ lMpuoputetom 2: SAP
npennoXeHO peLleHne, BPEMEHHOE peLLeHre Uin nnaH
pencteun; unn ecnun KnveHT gaeTt cornacuve CHU3UTb
YypOBEHb NpUopUTETa NHUMAEHTA.

MpenBapuTenbHble YCroBKS

PSLA gencTByloT TOMbKO MPU BbIMONTHEHUW CNEAYHOLLIMX
06s13aTenbHbIX YCNOBWI AN MHUUOEHTOB!
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2.7.3.2.

2.7.4.

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 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

¢) 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
functionalites of SAP  Software developed
specifically for Customer (including without limitation
those developed by SAP Innovative Business
Solutions and/or by SAP subsidiaries) except for

a) VHUMAOEHTbl OTHOCHATCS K BbiMyckam [porpammHoro
obecnevyeHns SAP, koTopble knaccuduumpyroTcs
SAP Kak wumerowme cTaTyC «HeorpaHU4YeHHas
noctaBka», 3a  WCKIMIOYEHWEM  WHLUMAEHTOB,
OTHOCSILUMXCS K AHanNM3y NepBONPUYNH MHLMOEHTOB
ANS Nonb30BaTeNbCKOro KoAa, ONMCaHHbIX Bbllle B
nyHkTe 2.6;

b) wHumpgeHTbl npepocTaBndAlTca  KnueHTom  Ha
aHrNuUCKoM si3blke, nepegatotcs yepes SAP Solution
Manager Enterprise Edition B cooTBeTcTBUMM C
OelCcTBylOLE HAa MOMEHT OTNpaBKM COObLLEHMSs
npouegoypon nepejadn Takmx  cooblieHun un
copepxaT BCce cBefeHusa (ykasaHHble B SAP-HOTe
16018 wnn B nwbor nocnepytowen SAP-HoTe,
koTopas 3ameHuT SAP-HOTYy 16018), Heobxoammble
SAP Ons npuHATMS Mep MO PELUEHMIO BO3HMKLUEN
npobnemel; n

C) MHUMAOEHTbl OTHOCATCA K BbIMycKy [MporpaMmHoro
obecneyveHnsa SAP, Ha KOTOPOE pacnpoOCTPaHATCA
ycroBusi OcHoBHOro nnm PaclumpeHHoro
COMPOBOXAEHUS.

2.7.3.2. Ons wvHumgeHtoB c [lpuoputetom 2 KnneHT [OMmKeH

2.7.4.

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

BbIMOJIHUTb cnepywouwne AononHnuTenbHble

npenBapuTernbHble YCITOBUA!

a) npobnema u ee BnNusiHMe Ha GU3HeC OOMKHbI ObITb
onucaHbl HAcTONMbKO MNOAPOOHO, HAaCKOMbKO 3TO
Heobxoamnmo SAP ansi oueHku npobnemsi;

b) KnueHT Ha3HavaeT KOHTaKTHOE NUL, KoTopoe byaeT
[OCTynHO Ans obmeHa nHdopmaumen ¢ SAP 24 yaca
B CYTKW, 7 OHEW B Hedenio, BnageeTt aHrMnCcKnm
SA3bIKOM U 00nagaetT OOCTATOYHBIMU 3HAHMAMU Y
HaBblkaMu, 4TOObl MOMOYb, B COOTBETCTBUM C
obszatenbctBamm  KnveHtTa no  HacTosemy
OOKYMEHTY, B pelleHun npobnemsbl, nepesaHHon B
SAP c lNpuoputeTom 2; n

c) KnneHT HasHayaeT KOHTaKTHoe NULO Ast OTKPbITUS
yOaneHHoro MoOAKMoYeHst K cuctemMe u  ans
npeaocTaBneHus SAP HeobxoaAnMbIX
perMcTpaumoHHbIX AaHHbIX A4S BXo4a B CUCTEMY.

NckntoveHus.

M3 PSLA wmckntoyeHbl criegytowme Tunbl MHUUAEHTOB:

a) WHUMOEHTbI, OTHOCALUMECS K BblNyCcKam, BEPCUSIM
n/vnun cyHkumam MNporpammHoro obecnevenns SAP,
KoTopoe paspabaTtbiBanocb cneuuansHo  Ans
KnveHTa (B TOM Yncne nporpamMmmHoro obecneyeHus,
pa3paboTaHHoro opraHusauuein SAP Innovative
Business Solutions n/wnn goyepHuMmn KOMNaHUAMU
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2.7.5.

2.7.5.1.

2.7.5.2.

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 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

2.7.5.

2.75.1.

2.75.2.

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

SAP), 3a uCKnYeHneM nonb3oBaTeNbCKOro Koaa,
CO3[aHHOrO C  MOMOLBID  MHCTPYMEHTanbHbIX
cpeacts paspabotkn SAP;

b) wHUMaOeHTbl, OTHOCAWMEcaS K BepcuaM  Ang
KOHKPETHbIX CTpaH, peann3oBaHHbIM Kak
napTHepckMe  OOMOSIHEHMWS,  paclUMpeHuss  wunm

mMoanduKaLmmM, WCKNIoYalTCs, faxe ecnu Takue
BEpCUM ANg COOTBETCTBYHOLLUMX CTPaH Oblny co3aaHbl
camon komnaHuen SAP unu ee AdduUnnpoBaHHbIM
n1LoMm; 1

C) VHUMAOEHTbI, OCHOBHOW NPUYMHON KOTOPbIX ABMSETCA
He HeucrnpaBHOCTb, a OTCYTCTBME Kakon-nmbo
yHKUMOHANbHON  BO3MOXHOCTM  («3anpoc  Ha
pa3paboTKy»), WM WHUWAEHTbI, OTHECEHHbIe K
KaTeropum 3anpocoB Ha KOHCYMbTaLmio.

HeyCTOVIKa 3a HecobntogeHne YPOBHA cepBuca

Cuutaetcs, 4TO onpedeneHHble Bbile obsizaTenbcTea
SAP cormacHo PSLA BbinonHeHbl, ecnu crnyxba
conpoBoxaeHnsa SAP oTpearmpoBana B yCTaHOBMEHHbIE
CpokM He MeHee 4Yem B 95% cnyyaeB oT obLiero
Konu4yecTBa criydaeB no Bcem PSLA 3a KaneHgapHbivi
kBapTtan. Ecnu B kakon-nubo KaneHgapHbii kKBapTan B
TeveHne Cpoka okasaHus ycnyr MaxAttention Knuent
HanpaBut MeHee 20 WHUMOEHTOB B COOTBETCTBUMU C
BbllLeyKka3aHHbiMM PSLA (B COBOKynHOCTM MO BCEM
PSLA), obaszatenbctBa SAP no BbilweonucaHHbiM PSLA
CUMTAIOTCS BbINONIHEHHbIMK, ecnn SAP He npeBbICUT
ycTaHoBneHHble B PSLA cpoku pearmpoBaHusi bonee 4yem
AN OOHOro MHUMAEHTA B TeYEeHWe COOTBETCTBYHOLLENO
KaneHgapHoro kBapTana.

B cooTBeTCTBMM C NonoXeHnsamMu nyHkTa 2.7.5.1 B cnyyvae
HecobnioaeHns  yctaHoBneHHbix CornaweHuem 06
ypoBHe cepsuca SAP Premium cpokoB «HeucnonHeHue
PSLA») npuMmeHdAlOTCA  cnegylowme npasuna  u
npoueaypbi:

a) KnueHT nucbmeHHo MHpopmupyeT komnaHunio SAP o
nobom npegnonaraemom HeucnonHeHun PSLA;

b) SAP paccmatpusaeT nobbie NpeTeH3nm Takoro poga
n npeacraesnset NUCbMEHHBIN oTyer,
noaTBepXaaroLLmnn nnm onposepraroLmmn
060CHOBaHHOCTb NpeTeH3nn KnmeHTa;

c) KnueHT okasbiBaeT pasymHoe coperictBue SAP B
ycTpaHeHun nwobbix npobnem unM nNpoLeccos,
npenaTcTByownx BbinonHeHuto SAP Cornawenus
06 ypoBHe cepsuca SAP Premium;

d) CornacHo nyHKTy 2.7.5, ecnu cornacHo oTyeTy
pokasaHo HewucnonHeHne PSLA, SAP npumeHsieT
Heyctonky 3a HecobniogeHvne YypoBHSA cepBuca
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2.8.

2.8.1.

2.8.2.

2.8.3.

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
Customer’'s well-founded claim for
received by SAP in writing; and

be applied unless notice of
PSLC(s) is

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.

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

2.8.

2.8.1.

2.8.2.

2.8.3.

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

Premium («Heyctomka Premium»), koTopas
BKIOYAEeTCA B CNeaylowWwui CYeT, BbICTaBNseMbIN
KnueHnTty 3a ycnyrn MaxAttention, B paamepe 0,25%

oT CTOMMOCTH ycnyr MaxAttention,
npepocraBnsembix KnneHTy B COOTBETCTBYIOLLMIA
KanengapHbin KBapTan, 3a Kaxxabln

noATBepXAeHHbIM OTYeTOM cnyyan HeucnonHeHus
PSLA; npyn aToM MakcMmarbHasi COBOKYMHas cyMmma
HeycToriku Premium 3a kaxabii KaneHgapHbiv
KBapTalm He  MoXeT npeBblwate 5% ot
ycTtaHoBneHHoro ansa KnveHta BosHarpaxaeHus 3a
ycnyru  MaxAttention, okasaHHble B Takomn
KanengapHbin kBapTan;

e) Knuent yBegomnsaet SAP o nobbix npuymTatomxcs
HeycTorkax Premium B TeyeHne 1 mecsaua nocne
okoHyaHus KaneHgapHoro kBapTana, B KOTOPOM
umerno mecto HeucnonHenve PSLA;

f) Heyctonkun Premium He npumeHsTCA B cnydyae,
ecrim SAP He nonyyaeTt oT KnveHTa nucbmMeHHoe
yBeaoMneHne C OOOCHOBaHHbIM TpeboBaHuEM
ynnaTtuTtb Heyctoiky Premium; un

g) MMpepycmoTtpeHHas nyHkToM 2.7.5.2 Heycronka
Premium aBnsaeTcs €OVUHCTBEHHbIM "
UCKMYUTENbHLIM CPEACTBOM NPaBOBOW  3aLLMTI
Knuenta B cnyd4ae npegnonaraemoro  wunu
dakTuyeckoro HencnonHeHuna PSLA.

Ycnyrm SAP Product Engineer on Demand

Ecnu cTtopoHbl He goroBopunucb 06 uHom, Ycnyrm SAP
Product Engineer on Demand («Ycnyrm PED»)
npeaocTaBnsAlTCS Ha yAaneHHom ocHoBe n
obecneyumBaOT BO3MOXHOCTb OOpaTUTLCA K WMHXEHepy
yenyr nopaepxkn SAP («AHxeHep-pa3paboTumky) 3a
KOHCynbTauMen Mo BompocaM, B TOM  4ucne,
OTHOCSALLMMCS K CneayroLmm obnacTtam:

a) aHanus HeucnpaBHOCTEN UNK oWKnBOK;
b) pelweHne npobnem unv BpeMeHHOE peLIEHNE;
C) nepeaoBble METOOUKU; U

d) paspaboTka nporpaMMHOro obecneveHus.

Ycnyrm PED npepocTtaBngaloTCa  UCKNIOYUTENBbHO Ans
npuKnagHblX KOMMOHEHTOB [1pOAyKTUBHBLIX CUCTEM U
COOTBETCTBYHOLUMX YCTaHOBOK KnmeHTa, ykasaHHbIX B
npunaraemom Kk [oroBopy OnucaHum ob6bema ycnyr
MaxAttention.

UTtobbl HauvaTb ucnonb3oBaHue Ycnyr PED, KnuveHt
HanpaenseT coAepXalui Bce pJeTanu 3anpoc Ha
npefocTaBneHne MOAAEPXKKM Ha aHIMUNCKOM  S3biKe
Yepes UHMpacTpyKkTypy nogaepxkn SAP B cooTBeTCTBUM
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2.8.4.

2.8.5.

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

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 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”).

2.8.4.

2.8.5.

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

C [eWCTBYIOLIEeN Ha MOMEHT OTNnpaBku npoueaypon
nepegayn  MHUMZEHToB UK coobwaet WHxeHepy-
pa3paboTynKy HOMep COOTBETCTBYIOLErO NHLUMAEHTA, NO
KoTopoMy WHxeHep-pa3paboTymk AOMMKEH NpeanpuHAThL

onpeaeneHHble OencTBus. Yenyrn PED

nNpeaoCcTaBnATCS TONbKO B OTHOLLEHUN:

a) WHUMOEHTOB, KacaroLwmxcsa yKa3aHHbIX B
npunaraemom Kk forosopy OnucaHum obvema ycrnyr
MaxAttention npuKnagHbIX KOMIMOHEHTOB
MpoayKTUBHbIX cuctem, KoTOpble

knaccudmumpytotca SAP  kak umerowime craTyc
«HeorpaHuyeHHas nocTaBkay, 1

b) wWHUMOeHTOB, KacalLWUXCHA BbIMYCKOB MNPUKNaAHbIX
KOMIMOHEHTOB npO,D,yKTVIBHbIX CUCTemMm, Ha KoTopble
pacnpocTtpaHsitoTca  ycroBust OCHOBHOroO  u/vnu
PaclumnpeHHoro conpoBoXaeHusl.

Ycnyrn PED He BkntoyatoT B cebs ycryru no BHeAPEHMIO
NN npegocTaBneHne yaaneHHbIX YCnyr, AOCTYMHbIX B
pamkax MpunoxeHns o nogaepxke. Kpome Toro, Ycnyrm
PED He NpuMeHS0TCA B OTHOLUEHWN:

a) WHUWOEHTOB, CBA3AHHbIX C BEPCUEWN, BbIMYCKOM MIU
hyHKUMOHAMNBHBIMU BO3MOXHOCTAMU NMPOrpaMMHbIX
KOMMOHEHTOB [1pOOyKTMBHBLIX CUCTEM, KOTOpble
paspabaTbiBanuck cneyuansHo ana KnueHra (B Tom
uncne opraHusaumernn SAP Innovative Business
Solutions u/vunu goyepHumn Komnavmsamu SAP);

b) wHUMOEeHTOB, CBsI3aHHLIX C  BepcusMM  Ong
KOHKPETHbIX CTpaH, He BXOASLWWUMW B COCTaB
NpOrpamMMHbIX KOMMNOHEHTOB POAYKTUBHBIX CUCTEM,
a peanusoBaHHbLIMM B  BUMAE  MAPTHEPCKUX
OOMOMHEHWUI, pacLUMPEHNn unu Mmoamdukauun, oaxe
€Cnu Takne Bepcumn co3gaHbl komnaHmen SAP unv ee
AdmnnpoBaHHbIM NIMLIOM; K

C) VHUMOEHTOB, OCHOBHOM NPUYNHON KOTOpPbIX
SIBNSIETCS HE HEWUCNPaBHOCTb, @ OTCYTCTBUE KaKOW-
nmMbo yHKLMOHANBHOW BO3MOXHOCTM («3anpoc Ha
pa3paboTKy»), WNN WHUWOEHTOB, OTHECEHHbIX K
KaTeropum 3anpocoB Ha KOHCYNbTaLuio.

Ons kaxgon komGuHaUMM NPUKNAAHOTO KOMMOHEHTa
MpoayKTMBHOW CUCTEMBI U YCTAHOBKMW, ONpPeaeneHHon B
npunaraemom Kk [oroBopy OnucaHum obbema ycnyr
MaxAttention, SAP  HasHavaeT 1 WHxeHepa-
pa3paboTumka B TeyeHue 4 Hegenb nocne JaTel Ha4Yana
npepoctaenernua ycnyr PED. HasHaveHHbIn UNHxeHep-
pa3paboTumk OyaeT MUCMOMHATbL CBOM 0053aHHOCTU B
TeyeHne 8 uvacoB B nepuog mexay 8:00 m 18:00 B
00bluHble pabouvMe [OHW, ucknyas oduumanbHble
npasgHUKN ans  3apernctpuposaHHoro ocdmca SAP,
CBSAI3aHHOrO c yYCTaHOBKOM, Ha KOTOpYto

20



2.8.6.

2.8.7.

2.9.

2.9.1.

2.9.2.

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 (“AIM”) 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 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;

2.8.6.

2.8.7.

2.9.

2.9.1.

2.9.2.

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

pacnpocTtpaHaTca Ycnyru PED («Bpemsi paboTbi
oduca PED»).

KnueHT  MOXeT  HasHauuTb  KBanNM@UUMPOBAHHbIX
COTPYOHMKOB CBOEro QKCMNepTHOro LeHTpa knueHTta SAP,
BMaerowWwmnx aHrMicKkuM A3bIkoM (B KONUYecTBe, He
npeBsbILLAoLWEM yKa3aHHOro B npunaraemom k [lorosopy
Onncanvnn obbema ycnyr MaxAttention), B kayectBe
koHTakToB ana cBAsM («KoHTakTHble nuua PED
KnuenTta») Ans kaxpoW KOMOGMHAUMM MNPUKNagHOro

KoMnoHeHTa [lpogyKTMBHOW CUCTEMbI U HOMepa
yCTaHOBKM, onpefeneHHon B npunaraemom k [orosopy
OnucaHun obbema ycnyr MaxAttention, n

npefocTaBnsAeT KOHTaKTHble AaHHble (BkMyas agpec
3MNEKTPOHHOW MOYThl U HOMep TenedoHa), C NOMOLLBIO
KOTOpbIX MOXHO OyaeT B moboe BpeMs CBA3aTbCs C
TakMMm KoHTakTHbiM nuuom PED KnueHta wnn ero
YMONIHOMOYEHHbIM NpeacTaBuTeneMm. KoHTakTHoe nuvuo
PED KnueHTa gOmKHO 3aHMMaTb AOMKHOCTb, KOTOpas
no3eonsieT ObiTb  MOSIHOMOYHLIM  MPeACcTaBUTENEM
KnueHta C npaBOM nNpUHATMA OT €ro  WMEHMU
HEOOXOOANMBIX PELUEHUA WM OpraHM3auun MNPUHSATUS
Takux pelueHun 6e3 HeoboCHOBaHHOWM 3aepXKKK. YCnyru
PED npenocTtaBnsoTCa UCKMIOYUTENBHO Ha3Ha4YeHHbIM
KoHTakTHbiM nuuam PED KnunenTa.

B kayecTBe noaroToBkM Kk npegocTtaeneHnio Ycnyr PED
KoHTtaktHoe numuo PED KnneHta u© HasHadeHHble
WHxeHepbl-pa3paboTymkM COBMECTHO MpPOBOASAT OJHY
obsa3aTenbHy0 HACTPOWKY YCRyrn Ansi 3aTparmBaembixX
CoYeTaHUI MpPOrpaMMHOr0 KOMMOHeHTa [poayKTUBHOM
cucTembl " YCTaHOBKM. Takas HacTpowika
OCYLLECTBNSIETC B COOTBETCTBUM CO CTaHAapTamu U
TpeboBaHusiMM JokymeHTaumm SAP.

Ycnyrun SAP Accelerated Incident Management («AlM»)

SAP obecneuvBaeT CBsi3b C  aHMOroBOPSILLMM
coTpyaHukoM B cnyxbe nopgpepxkn SAP («MeHemxep
SAP no uHumpeHTam») ¢ 08:30 go 17:30 no mecTHOMY
BPEMEHM C NoHeAeNbHMKa MO NATHULY, €CINN CTOPOHBI He
[0roBopunmcb 06 MHOM B MMCbMEHHON hopMe, C Liernbio
npegocraeneHvs nogaepxku KnueHta B ontumusaumm
obpaboTkn wuHUMaeHToB ¢ [puoputetamm 1 u 2,
onpefeneHHelx B cooTBeTcTBytowem CornaweHmm o
nogoepxke SAP. MeHempxkep SAP no uvHUmgeHtam
Ha3Ha4yaeTca B TeyeHWe 6 Hedenb MOcne MNOAMMCaHWUs
Horosopa.

MeHemxkep SAP no nHumaeHtam obecneunBaeT:

a) MOHUTOPUHr cTaTyca o00paboTkM WHUMAEHTa M
npeanpuHMMaemMbix OEWCTBUMA ANS WMHUWAEHTOB C
Mpwvoputetamu 1 n 2;
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2.9.3.

2.9.4.

2.9.5.

2.9.6.

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

c) incident management
session(s); and

process empowerment

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 which the Customer
AIM Contact can be contacted. AIM Services will be

2.9.3.

2.9.4.

2.9.5.

2.9.6.

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

b) npenocTtaBrieHne oT4eToB NO TpeHaam, CBA3aHHbIM
C uvHumgeHtamn KnueHta Bcex npunoputeTos B
Bbl6paHHbIX cucrtemMax;

c) npoBedeHue CeaHcoB no pacnpeaeneHnio
MOfMHOMOYMIA B pamkax npolecca YynpaereHus
WHUMOEHTaMK;

d) nepwuoauyeckoe nposefeHve  ANCTaHUMOHHbBIX

coBellanuii ¢ KnneHTom no Bonpocam craTtyca
nHungeHTo KnueHra.

Kpome Toro, SAP HasHauyaeT MeHeaxepa Mo peLleHnto
KPUTMYECKMX CUTyauuin U3 Ymcna COTPYOHWKOB CryxObl
NoAAEpPXKKU SAP ans ONCTaHLMOHHOIO
KOOPAMHUPOBaHMS paboT W/MnmM OKasaHWs MOMOLLM
HasHayeHHOMY KnMEeHTOM KOHTaKTHOMY nuuy Mo
ynpaeneHuio  («KOHTakTHoe FnuUO KIMeHTa») B
OTHOLWWEHUN HUmMaeHToB ¢ MNpuoputetom 1. Menenxep
No pPELUEHUIO KPUTUYECKUX CUTyauui HasHayaeTcs
npnbnunamTtensHo Yepes 1 yac nocne 3anpoca KnuenTa,
3aJ0KyMEHTUPOBaHHOIO B MHUMAeHTe ¢ [NpropuTtetom 1.
Ha3HayeHHbIi MeHeaxep MO PeLeHUIo KPUTUYECKMX
cutyaumi OygeT [ocTyneH Ons B3auMOOEWNCTBUSA C
KoHTakTHbIM nruom KnveHTta oo HacTynneHus Havbonee
paHHEero 13 cneayLmx coobITUIA:

a) paspelleHne nnv BpeMEHHOE peLleHne MHUnaeHTa ¢
Mpunoputetom 1;

b) cHwxeHue [puoputeta 1 wuHUMpeHTa po OGonee
HU3KOTO YPOBHS;

C) NpUHATWE CTOPOHaMMK COrMnalleHnst O NpeKpaLLeHnm
NOJTHOMOYUI Ha3Ha4YeHHoro nuua SAP.

Ycnyrim AIM npenocTaBnsalTCs TOMbKO B OTHOLUEHUM
WHLUMOEHTOB, CBSI3@HHbIX C BbiMNyckoM [lporpammHoro
obecneveHnss SAP, Ha KoTopoe pacnpocTpaHslTCs
ycrnosus OcHoBHoro unu PacwwmpeHHoro
COMNPOBOXAEHMS.

Yecnyrim AIM  npenocTaBnsloTCs  WUCKMOYUTENbHO  ANis
KOMOMWHaLMA NpOAYKTUBHBLIX ycTaHOBOK KnmeHta n SID
n/unun kombrHauyum ObnavHbix ycnyr SAP 1 yCcTaHOBOK,
yKkasaHHbix B npunaraemom k [orosopy OnucaHuu
obbema ycnyr MaxAttention. KnneHT moxeT BbIOpaTtb
Yenyrm AIM gna O6nauyHbix ycnyr SAP, ykasaHHbIX B
SAP-HOTe 2649568.

KnneHt moxeT HasHauuTb A0 3 KBanMdMLUMPOBaHHbLIX
KOHTaKTHbIX 11U, Bragellmx aHrmuncKUM  S3bIKOM
(«KoHTakTHble nuua AIM KnueHTar), n npegoctaBsnset
KOHTaKTHble JaHHble (B YaCTHOCTW, agpec ANeKTPOHHOW
noytel M HoOMep TemnedoHa), MO KOTOPbIM MOXHO
cesA3aTbca ¢ KoHTakTHeiM nuuom AlIM Knuenta. Ycnyrm
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29.7.

2.10.

3.1.

3.2.

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,
including, but not limited to, the following:

29.7.

2.10.

3.1.

3.2.

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

AIM npefocTaBnsalTCA WCKMIOYUTENBHO Ha3Ha4YeHHbIM
KoHTakTHbiM nuuam AIM KninenTa.

B pamkax nogrotoBku K npegoctasneHuio Ycnyr AIM
KoHTakTHble nuua AIM  KnveHTa ©  Ha3HaueHHbIN
MeHemkep SAP no nHunaeHTam COBMECTHO NpoBoasT 1
nepBUYHOE YCTAaHOBOYHOE ANCTaHLUMOHHOE cobpaHue.

BasoBas nopgaepxka MHHOBaLMOHHbBIX BM3Hec-peLueHuin
SAP («Moanepxka IDP»).

Moppepxka IDP BkntoyaeT B cebsa ycnyrn obpaboTkm
coo0bueHuin 06 MHUMAeHTax, U3NoXeHHble B [lononHeHnn
1 K HacToswemy OOKyMeHTy, Ans Bcex PyHkuumm,
npegoctaBnsiemMblx  KnveHTy W npvHUMaembix UM
cornacHo OnncaHnsm o6bema ycnyr no paspabotke SAP
Innovative Business Solutions no ycnosuam [dorosopa,
yKkasaHHbiXx B npunaraemom k [orosopy OnucaHuu
o6bema ycnyr MaxAttention («OnucaHnsa obbema ycnyr
c npaBoM nopaepxku [DP»), 3a wuCKIOYEeHVEM
nporpaMMHoro oGecrneyeHunsi, K KOTOPOMY NMPUMEHSIOTCS
oTAenbHble corfaweHuss o noaaepxke (koTopble
BKIIOYaT, MoMumo npoyero, ycnyrn SAP Enterprise
Support nnu SAP Product Support for Large Enterprises).

YNPABJIEHUE B3AUMOOENUCTBUEM

Kaxpas CTOpOHa HasHayaeT MeHepxepa
B3anmogencTemn. MeHegxep B3aMMOLENCTBUM  CO
cTtopoHbl SAP cTtaHoBuTCcs MaBHbIM MeHeaXepom Mo
TeXHUYeCcKoMy kKayecTBy. MeHemkep B3anMoaencTBuin Co
CTOpOHbI KnneHTa gomkeH BnageTb aHrMUACKUM S3bIKOM
M  WUMEeTb MOSIHOMOYMS MPUHMMATb Heobxoaumble
peweHns oT wumeHn KnmneHTa wnn cogencTBoBaTb
NPUHATUIO  TakMx peweHun 6e3  HeonpaBAaHHbIX
3apepxek. Takne MeHenxepbl B3avmogewcTsun OyaoyT
TEeCHo coTpygHu4aTb apyr c apyrom ansa
agMUHMCTPUpOBaHWa ycnoeui Cornawenuns.  Ycnymm
MaxAttention, BbIMOMHSAEMbIE Ha3Ha4YeHHbIMU
cneunanuctammn  SAP,  koopauHupyeT  MeHenxep
B3aMMOLENCTBMI CO CTOPOHbI KnneHTa.

Kpome Toro, CTopoHbl NPOBOAAT PErynspHble COBELLAHNS
Ha YPOBHE PYKOBOACTBA B TeYeHMEe nepuoda oKasaHusi
Ycenyr MaxAttention («CoBewaHus»). Takne CoselLaHns
NPOBOAATCS HE pexe YeM pa3s B KBapTar; AaTbl U BpeMsi
X npoBedeHus cornacytwTcss  cTopoHamu. Llenb
CoBellaHun —  paccMoTpeHue, obcyxaeHne wn
CornacoBaHve OOMOSTHUTENbHBIX Mep, HEOOXoaAMMbIX ANs
acpdekTmBHOro okasaHusa Ycnyr MaxAttention, ncxoas s
TeKyLlero cratyca Takmx ycnyr. Ha kaxgom CosellaHum
Takke paccMaTpuBaeTcsl OTYET O XOOE BbIMOJHEHUS
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3.3.

3.4.

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

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;

¢) Implementation of recommendations;

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

e) Relevant details regarding project organization and
planning.

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.

3.3.

3.4.

ycnyr B OCHOBHbIX obnactax, Bknoyas cnegywuine
aCNeKTbl:

a) oueHka Xxoda BbIMOMHEHWS  COOTBETCTBYHOLLEN
nporpammebl npegocTasneHns Ycnyr MaxAttention B
COMOCTaBMEHUN C COrNacoBaHHbIMK aKTyarbHbIMU
acnekrtamu, KMo4eBbIMU nokasaTtensamm
3(PPEKTMBHOCTM U NMAaHOM B3aUMOOEWCTBUN B
pamkax Ycnyr MaxAttention;

b) BbiABRNeHne puckos n/vnn 3aiepxKekx,
npeacTaBnAloWmMX  Yyrpo3y  NpOV3BOAUTENBHOCTU
nporpamMHbIX peleHnn SAP KnveHTta, Bkntovas
pekoMeHOaLMN MO CHKEHMNIO PUCKOB;

C) peanusauusa pekomeHgaumin SAP;

d) o6cyxgeHne akTyanbHblX npobnem u  MOObIX

3anpocoB Ha USBMEHEHUA OT obeunx CTOpPOH; 1

e) noapoGHas nHpopMaLms,  OTHOCALLAACA K
opraHu3aumm 1 NNaHMPoBaHWIO NMPOoeKTa.

OtueTtbl Ana cosewaHun rotoBATca MeHenxepom
B3aMMOAENCTBUIA CO CTOPOHbI SAP 1 HanpaBnsawTca Ha
yTBepxaeHne MeHempxkepy B3aMMOLEVCTBMIN CO CTOPOHbI
Knunenta. Ecnn MeHegxep B3aMMogencTBmin CO CTOPOHBI
KnvueHta He ocnopun OTYeT B MNUCbMEHHOW dhopme,
HanpaemMB 3anpocCbl Ha KOHKPETHble W3MEHEHVs B
TeveHne 30 pabounx gHel nocne ero nony4vyeHusl, otT4eT
OypaeT cuntatbes nogTBepxaeHHbIM KnueHtom. CTOPOHbI
064a3yloTCcH  JOOPOCOBECTHO  COTPYAHWYaTb  Mpu
paccMOTpEHUN BCEX 3aMnpOCOB Ha U3MEHEHWE oTveTa U
NOAroTOBKE OKOHYaTENbHOW pefakuun, KoTopasi A0ImKHa
ObITb YyTBEPXXAEHA U NPUHSATA CTOPOHAMMW.

Ynpasnenne SAP Cloud

Ecnu Knuent nopgnucanca Ha SAP Preferred Care,
obnauHbin Bbinyck, wwunu SAP Preferred Success,
obnayHbIf BbIMYCK, HA nepuop AencTeus [JOroBopoB O
npepoctaeneHun ycnyr SAP MaxAttention nnv nognmcku
KnueHta Ha SAP Preferred Care, oGnayHbii BbIMycK,
u/vnn SAP Preferred Success, o6nayHbIi  BbInNyck,
CneumanucTbl NO COMPOBOXAEHMIO (B COOTBETCTBUU C
onpegeneHvem 3TOr0  TEpMMHa B MonuTunke
conpoBoxaeHus ans O6nadHbix ycnyr SAP) 6yoyt
BKIMOYEHbI B MPOLECC YNpaBrneHus B3aumMoaencTesmemM B
pamkax OcHoBHbIX ycnyr MaxAttention [Hanpumep, ans
yyactua B CoBellaHusX Ha YpOBHEe pPYKOBOACTBA,
KoopAuHauuu AencTBuUin ¢ Ha3HavyeHHbIMU MeHemxepamum
B3aMMOAENCTBUM], ONUCAHHbIV B NyHKTE 3.

CoTpygHM4ecTBO  CO  CTOPOHHWUMU
KoHcynbTaHTamn KnneHta («lMapTHepbl
ABMNAETCA  KPUTUYECKM  BaXHbIM  AnNs

napTHepamu-
KnueHTta»)
yCneLIHoro
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5.1.

5.2.

5.3.

5.4.

Customer shall ensure that such Customer Partner will
comply with Customer’s responsibilities, this MSD and
any MaxAttention Services Scope Document to an Order
Form and will cooperate with SAP as reasonably
requested by SAP in order for SAP to fulfill its obligations
under this MSD and any MaxAttention Services Scope
Document to an Order Form.

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

5.1.

5.2.

5.3.

54.

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

B3aMMOAENCTBUS B pamkax OTAenbHbIX  Ycnyr
MaxAttention. KnueHt 06sa3yeTcs obecneynTb
cobniogeHne [NaptHepom KnveHTa o6sa3aTenbcTts
Knuenta, ycnosui HacToswero OnucaHua —ycnyr
MaxAttention n npunaraemoro k [orosopy OnwucaHus
obbema ycnyr MaxAttention, a TakKke TrOTOBHOCTb
MapTtHepa KnueHta coTpygHmyate ¢ SAP B crniyyae
o6ocHoBaHHOro 3anpoca SAP 0 TakoM COTPyAHWUYECTBE B
uenax BbinonHeHua SAP  cBomx obsasaTenscTs,
npegycMoTpeHHbix Onucanvem ycnyr MaxAttention n
npunaraemoiM Kk [JoroBopy OnucaHnem obvema ycnyr
MaxAttention.

TPEBOBAHUA K KITMEHTY

Yenyrm  MaxAttention, nepedvcnerHHble B [lorosope,
nNpefocTaBnstOTCS Npu ycnosuu, 4To KnneHT:

a) perynspHoO onnavuBaeT BCe yCryrn NOAAEPXKM (T. e.
cTtonmocTb ycnyr Enterprise Support nnm cronmocTs
ycnyr Product Support for Large Enterprises) no
JInueHanoHHoMy forosopy;

b) BbinonHser WHblE obs3aTenbCTBa,
npegycMoTpeHHble  JIMLEH3NOHHBIM ~ 1OrOBOPOM,
Obwwumun ycnosuamun, [doroBopom u OnucaHuem
obbema ycnyr MaxAttention; n

c) obecneunBaeT yaaneHHoe coefuHEeHWe U OOCTyn K
OaHHbIM B cooTBeTcTBUM C [punoxeHunem o
nogaepxke.

OBLUME NOJNTOXXEHUA

HasHaveHHble Cneumanuctbl  crnyx0bl  BCTPOEHHON
NoAAEPXKU MMEIT MpaBO Ha CTaHOApTHbIM Ans UX
OOMKHOCTM €XerogHblii OTMYCK COrMacHo UX TPyAOBOMY
poroeopy ¢ SAP nnu AcddunnmposaHHbiM nuuom SAP.

B uensx achdekTBHOM KOMMYHUKaLMK BCe 06LLEHNE NpK
okasaHum Ycnyr MaxAttention Begetcst Ha aHrMNCKOM
asblke. WHdopmauusa, Heobxogumasi Ons  okasaHust
oTAenNbHbIX Yenyr MaxAttention, [OImKHA
npegoctaBnATbesa crneunanuctam SAP Ha aHrnuiickom
A3bIKE.

HasHa4eHHbIe cneuuanucTbl SAP (Bkntoyas
HasHayeHHblXx CneunanucToB  cnyx0Obl  BCTPOEHHOM
noaaepkk1m) MOryT B OTAESNbHbIX CIyyasix oOKasblBaTb
Yenyrm MaxAttention, npegycMoTpeHHble HacTosLWUM
OOKYMeHTOM, u3 ogouca SAP.

SAP wmoxet B nwoboe Bpems pa3 B rog M3MEHUTb

npegnaraembin  o6bem  Ycnyr  MaxAttention gns
cornacoBaHus c YCOBEPLLUEHCTBOBAHNSIMM B
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5.5.

5.6.
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of SAP Software and technical advances and provided
such changes in the scope of MaxAttention Services are
applied to similarly situated SAP customers subscribing to
MaxAttention Services in the Territory as defined in the
applicable SAP License Agreement. If SAP exercises its
option to change the scope in accordance with this
Section 5.4, and such changes are not acceptable to
Customer, Customer is entitled to terminate the
MaxAttention Services Scope Document(s) to any Order
Form(s) affected by such scope change(s) with effect at
the expiration of this 90 day period. If Customer does not
terminate within such period, the changes are deemed to
be accepted by Customer.

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.

MporpammHoMm obecnedeHun SAP 1 TexHONorusx,
HanpasuB NpeaBapuTENbHOE MMCbMEHHOE yBEOOMIIEHNE
3a 90 gHen, Npuy yCcrnoBuu, 4To Takne n3ameHeHus obbema
Yenyr MaxAttention npuMeHSIOTCA KO BCEM KNMeHTam
SAP ¢ aHanorm4HbiM MECTOMONOXEHUEM, C KOTOPbIMU
3akntoyeHbl  goroBopbl Ha Ycnyrn MaxAttention Ha
Tepputopun, OnpedeneHHoW B  COOTBETCTBYHOLLEM
JlnuenanoHHom porosope SAP. Ecnun SAP ucnonbsyet
CBOE MNpaBO W3MEHUTb 0OObEeM B COOTBETCTBMU C
HacToAWMM MyHKTOM 5.4, HO Takoe W3MeHeHue
okasblBaeTcsa HenpvemneMbimM ans KnueHTa, nocnegHum
BrpaBe oTkasaTbcs OT [JoroBopa B Yactu obbema ycnyr
MaxAttention, 3aaTparmBaembix 3TUM U3MEHEHNEM; OTKa3
oT [oroBopa B 4acTu 3TuUX ycryr BCTynaeT B Cumy Mo
ncteveHun ykazaHHoro nepuoga B 90 gHen. Ecnu Knvent
He oOTkasbiBaeTca OT [loroBopa B 4acTu 3TUX yCrnyr B
TEYEeHNe YKa3aHHOro nepuoda, TO TakMe W3MEHEHWs
cumTarTcs NPUHATBIMU KnneHTom.

CrtoumocTb ycryr MoxeT ObiTb M3MEHeHa OAWH pa3 B
KaneHgapHoM rogy € npeaBapuUTeribHbIM MUCbMEHHbBIM
yBegomneHnem Knnenta 3a 90 pHen. Ecnm SAP
ucrnonb3yeT CBOE MNpaBO Ha W3MEHEHWE CTOMMOCTU B
COOTBETCTBUM C HACTOALWMM MYHKTOM, HO Takoe
N3MEHEHNE OKa3blBaeTCa HenpuemnembiM anst Knvexra,
nocregHu Brnpaee oOTkasaTbCcA OT [loroBopa B 4actu
obbema ycnyr MaxAttention, koTopble 3aTpoHyNno Takoe
M3MEHEHME CTOMMOCTW, HanpaBuB B SAP nucbMeHHoe
yBegomreHue B TeveHne 30 gHen ¢ MOMEHTa NosyyYeHus
Knuentom yBegomneHust SAP 0 TakOM U3MEHEHUU; OTKa3
oT [loroBopa B 4acTu ykasaHHbIX yCIyr BCTyNaeT B CUmy
Mo OKOHYaHWW TEKYLLEro KarneHaapHoro roaa, B KOTOpoM
Obino  oTnpaBneHo yBeAoMneHne 06 U3MeHeHun
ctonmocTtun. Ecnn KnneHT He oTkasbiBaeTcsa ot [JoroBopa
B TEYEHME YKa3aHHOro nepuofa, M3MEHEeHUsl pasMepa
CTOMMOCTM CUYUTAKOTCS MPUHATBIMKU KnneHTom.

Oka3saHue Yenyr MaxAttention
OLHOBPEMEHHO C:

npekpalyaeTcs

a) npekpalleHnem no nGOMy OCHOBaHWIO OeicTBUs
JNInueH3MoHHOrO  JoroBopa B 4acTM  yCnyr o
COMPOBOXAEHMIO No MpUMNOXEHUIO 0 NoAAEPXKE; UK

b) nepexogom KnuveHTa, 3aknuMBLLIEro AOroBOP Ha
ycnyrn SAP Enterprise Support unun SAP Product
Support for Large Enterprises, Ha ycnyru SAP
Standard Support.
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Exhibit 1

SAP Baseline Support for Innovative Business Solutions

1.1.

1.2.

1.3.

1.4.

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

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.

DEFINITIONS

“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.

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

“Features”: For the purposes of this Exhibit, the
reference to “Features” means the software or
functionality and its documentation purchased from SAP
by Customer under the IDP Support Eligible Scope
Document(s) listed in an MaxAttention Services Scope
Document to an Order Form.

“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

DononHeHwue 1

Yenyru nognepxku SAP Baseline Support for Innovative

1.1.

1.2.

1.3.

1.4.

Business Solutions

Hacrtoswee [ononHeHne perynupyeT okasaHue ycnyr
SAP Baseline Support for Innovative Business Solutions
(«Moppepxka IDP») onsa Bcex yHKUMIA (B COOTBETCTBUM
C onpegerneHvem, NpMBeAeHHbIM H1xe B nyHkTe 1.3), 3a
UCKMIOYEHNEM NPOrpamMMHOro obecneyeHunsi, K KOTOpoOMy
NPUMEHSIOTCA OTAENbHbIE COrNaweHns O noaaepxke
(Bkntovatoime, nomumo npoyero, ycnyrn SAP Enterprise
Support u SAP Product Support for Large Enterprises).

ONPEAENEHUA

«ba3oBoe nporpaMMHoe oGecneveHue»: B KOHTEKCTE
HacTosLero JononHenns TEPMUH «baszoBoe
nporpammMHoe obecnedyeHue» o3HadvaeT [MporpammHoe
obecneyeHne SAP, OT KOTOpPOro 3aBUCUT U Ha OCHOBE
KOTOPOro OCyLeCTBMASIETCA YCTaHOBKA M UCMONb30BaHWe
dyHkunin. Hactosiwee [lononHeHve He npepocTasnsieT
npaea ucCrnomnb3oBaHuWs  (nNuueHsun) Ha basosoe
nporpammMHoe obecneveHue, Takue npaea
NCMOnNb30BaHWsA (NMULEH3MK) NpuobpeTalnTca OTAENBHO.

«ToYyKka KOHTaKTa C KIJIMEHTOM». B KOHTEKCTe
HacToswero [ononHeHus TepMUH «Toyka KOHTakTa C
KNMEHTOM» O3HayaeT cepTudmumpoBaHHbii  LieHTp
akcnepTusbl knueHTa («LIAK») unn pabotHmkos KnueHta,
YyMONHOMOYEHHbIX  3anpawwvBate [logaepxky IDP.
PyHKUMOHMPOBaHUE L3K perynupyetcs
COOTBETCTBYIOWMMM  ycrnoBusiMu  [punoxeHus o
nogaoepxkke. B cnywae otcytctBus LUOK  Knuvewt
06a3yeTcss NUCbMEHHO  MOATBEPAWUTL  HasHaveHue
paboTHMKOB U3 Yncna CBOEro nepcoHana, kotopbim OyayT
AaHbl nonHomouus 3anpawmeath [Nogaepxky IDP.

«@DYHKUMU». B KOHTEKCTe HacTosuwero [ononHeHus
TEPMUH «DYHKUMMNY O3HavaeT nporpaMmmMHoe
obecneveHve wnuM yHKLMOHAMNBHYIO BO3MOXHOCTb U
COOTBETCTBYIOLLYIO  [JOKYMEHTAUUI, NpuoOpeTeHHbIe
KnuenTtom y SAP no ycnosusim OnucaHuii ob6bema ycnyr
c npaBoMm noggepxkn IDP, nepeyncneHHbix B
npunaraemom k [orosopy OnucaHum obbema ycnyr
MaxAttention.

«MponykTuBHasi cucTtema»: B KOHTEKCTE HACTOSILLEro

HononHeHnss  TepmuH  «lpoaykTMBHas  cucTema»
o3HavaeT [OENCTBYIOLLYD CUCTEMY [ONA  YCTaHOBKM
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1.5.

2.1.

2.2.

2.3.

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

business operations and where Customer's data is
recorded.

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

SAP BASELINE SUPPORT FOR INNOVATIVE
BUSINESS SOLUTIONS

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

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

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

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

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

c) Support packages for Features - correction packages
to reduce the effort of implementing single corrections
or changes to existing functionality. This is not
applicable in cases where the Features are or have

15.

2.1.

2.2.

2.3.

®PyHKLUMIA, KOTOpasa ucnonb3yetcs Ana obbl4HbIX GusHec-
onepauuin 1 B KOTOPYIO 3anncbiBalOTCA AaHHble KnuneHTa.

«MporpammHoe obGecneyeHne SAP»: B KOHTekcTe

Hactosawero [ononHenns TepmuH  «[llporpammHoe
obecneveHne SAP» 03HayaeT Bce nNporpaMMHoe
obecneuveHne, Ha kotopoe KnueHT npuobpetaet

nvueHsun y SAP no JIMueH3MoHHOMY [IoroBopy.

ycnyrnu noandePXKW SAP BASELINE SUPPORT
FOR INNOVATIVE BUSINESS SOLUTIONS

Mopnepxka IDP npepoctaenseTca B pamMkax AaHHOro
[ononHeHnss MCKNIYMTENBHO B OTHOLWIEHUN OYHKLMNA,
nonyyaemblx W npuHUMaembix KnneHTom cormacHo
Onncanusam obbema ycnyr ¢ npasom noggepxku IDP,
nepeyvncrneHHbIM B npunaraemom k [Jorosopy OnucaHum
obvema ycnyr MaxAttention. Ycnyru MNopnepxku IDP
pacnpocTtpaHsaTca Ha PyHKUMKM ¢ Bbinyckamn basosoro
nporpaMMHoOro obecneveHus n B cpege
NHMOPMaUMOHHBIX TexHonorun («UT»), onpegeneHHon B
cooTBeTcTBYIOWMNX OnncaHusx obbema ycnyr ¢ npasoM
nogaepxku IDP 1 B cBA3aHHOW C HAMW AOKyMEHTaLMW.

Moppepxka IDP B oTHOWeHUn OnucaHun obbema ycnyr
¢ npasom nogaepxku IDP, B koTopbix npuemMka PyHKUMIA
KnueHTom ocywiectensetcs B TedeHne Cpoka okasaHus
ycnyr MaxAttention wn3 npunaraemoro k [orosopy
Onucanuns obbema ycnyr MaxAttention, HaunmHaeTcs B
nepBbi AeHb Mecsua, Crneaylowero 3a Mecsuem, B
koTopom KnveHT npuHan nonpaeky k [orosopy,
aktusmpytowyto [Nogpgepxky IDP B cooTtBeTcTBUM C
nonoxeHusMmu npunaraemoro k [orosopy OnucaHus
obbema ycnyr MaxAttention. Bce  octanbHoe
MporpammHoe o6GecneveHne SAP, npuobpeTtaemoe
KnueHtom no  JIMLEH3MOHHOMY [OroBOpYy, NPSIMO
ucknovaetca wn3 obwvema ycnyr [lMopgaepxkun IDP,
npegycMOTPEHHOro HacToAWMM [JoNonHeHneM.

Mopnepxka IDP okasbiBaeTca BO Bpems paboTtbl oguca
nogaepxku IDP u BkntoyaeT B cebsi cneayoLee:

a) o06paboTKy MHUMOEHTOB, HanpaBnsiembix B SAP B
cBs3K ¢ npobrnemamu B PyHKUMSX;

b) KOppekTUpOBKM KOAa vnu ucnpaeneHns (Takue, Kak
M3MEHEHHbIE MpOrpamMmbl, He BOCMPOU3BOAsILLNE
3asBneHHble ownbkn), obxoAaHble peLleHus wunu
nnaHbl 4ENCTBUN; U

C) nakeTbl nogdepxkn Ans OPyHKUMA — nakeTbl
ucnpaeneHun, Gnarogaps KoTopbiM obneryaeTtcs
BHEOPEHNE  €OMHWYHBLIX  KOPPEKTMPOBOK  WIU
M3MEHEHUI cyllecTByloWwero MyHKUunoHana. 3ToT
NyHKT He MNpPUMEHSIeTCA B cnyyae, ecnu OyHKUMK
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been developed on Customer's non-Production
System.

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

a) Setup and management of the Customer’s incident
component and associated incident queue(s);

b) Manage SAP Innovative Business Solutions internal
support team assigned to provide IDP Support
hereunder;

c) Support the TQM in the coordination and inclusion of
appropriate MaxAttention Services related to IDP
Support in the MaxAttention Services engagement
Service and Support Plan;

d) Support the TQM in the coordination of the individual
service deliveries at the project level for the
MaxAttention Services related to IDP Support that
have been included in the MaxAttention Services
engagement Service and Support Plan; and

e) Participate in the Executive Meetings on topics
related to IDP Support (e.g., report on Customer’s
incidents, provide status on deliveries of
MaxAttention Services related to IDP Support).

CUSTOMER PREREQUISITES

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

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

b) Transmit all incidents to SAP in English via SAP’s
then current support infrastructure as made available
to Customer under the Support Schedule using the
incident-component provided by SAP in writing upon
acceptance of the applicable Features. Customer’s
failure to assign an incident concerning the Features
to the correct incident component may delay SAP’s
response to the incident while SAP determines and

2.4.

paspaboTaHbl unu paspabaTbiBaloTcs B
HenpoayKTMBHOM cucteme KnneHta.

[ns B3aumogencTeums ¢ KnneHTom no TekyLmm Bonpocam
n Bompocam, cBs3aHHbIM C [Moggepxkon IDP, SAP
Ha3HayaeT KOHTaKTHOe nuUO U3 4Yucna COTPYAHMKOB
opraHmsaumm SAP Innovative Business Solutions
(«MeHeaxep no nopaepxke IDP»). Menegxep no
nogaepxke IDP ©OygeTr oTBevaTb 3a BbINOJIHEHME
cneayoLmx 3agad, otHocawmxes kK Mogaoepxke IDP ana
DyHKUNIA:

a) HacTpomka W ynpaeneHWe KOMMOHEHTOM OTMpaBKu
uwHuMgeHtToB  KnmveHtTa 1 COOTBETCTBYIOLLMMMU
ovyepeasmMun MHUMAOEHTOB;

b) ynpaBneHue coTpygoHVKamMu BHYTpPEHHEW CRyXObl
nogaepxkn SAP Innovative Business Solutions,
HasHayYeHHbIMU 4N okasaHus yenyr MNMogaepxkm IDP
B COOTBETCTBUW C HACTOALLMM JOKYMEHTOM;

C) okasaHve nomowwu MeHemxepy NO TEXHUYECKOMY
KayecTBy B BOMPOCax COrNacoBaHUSA W BKMOYEHUS
cooTBeTcTByHOWMX Yenyr MaxAttention, cBa3aHHbIX C
Mopopmepxkon IDP, B [maH noggepxknm u
B3aMMOAencTBun B pamkax ycnyr MaxAttention;

d) okasaHve nomowwm MeHemxepy NO TEXHUYECKOMY
Ka4yecTBy B BOMpPOCAax COrMacoBaHWsA OTAESbHbIX
ycnyr, npefocTaBnsieMblX Ha YPOBHE MpoekTa, Ofs
Ycnyr MaxAttention, cesizaHHbIx ¢ Mogaepxkon IDP,
KoTopble Oblny BkMoveHbl B [naH nopdepxkn w
B3anmoaencTeui B pamkax ycnyr MaxAttention; n

e) yuacTtne B CoBellaHusax, CBA3aHHbIX ¢ [ogaepxkoi
IDP (Hanpumep, OTY4ETHOCTb MO WHUMOEHTaM
KnueHta, coobuweHne o xoge npeaocTaBneHus
Ycnyr MaxAttention, cesizaHHbIx ¢ Moaaepxkon IDP).

NPEOABAPUTENbHBLIE TPEBEOBAHUA ONA KITMEHTA

B uenax nonyyenus ycnyr Mopaepxkn IDP B nopsagke,
N3NoXeHHOM B HacTosiweM [lononHeHun, KnneHT gomkeH
BbIMONMHWTL crneaytolime TpeboBaHus:

a) wncnonHATbL cBOU 06A3aTenbCTBa, NPeAyCMOTPEHHbIE
HacToALWMM [ononHeHnem, Horosopom 7]
CornatlueHuewm;

b) nepepaBatb Bce uHUMAEHTHI B SAP Ha aHrnMnNCcKkom
A3blke Yepe3 OEeNCTBYILLYI HAa MOMEHT OTNpPaBKM
WMHPPaCTPYKTYpy MOAAEPXKW, MNPEeAOoCTaBNSEMYIO
KnueHTty cornacHo [MpunoxeHuio o noagepxke, C
MCnonb3oBaHNEM KOMMOHEHTa oTnpaBku
WHUMOEHTOB, MUCbMEHHO YKasaHHoro SAP npu
npuemke cootBeTcTBYOWMNX PyHKUMN. HasHaueHne
MHUMOEHTa, kacawuwlerocs @PyHKUUA, He Tomy
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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.

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

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

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

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

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

CHANGES TO CUSTOMER INFORMATION, AUDIT

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

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

4.1.

4.2.

KOMMOHEHTY MOXeT oTcpouutb OoTBeT SAP Ha TO
BpeMSs, koTopoe  noTpebyetcs SAP  gns
onpefeneHns U1 NepeHasHaYyeHus  MHUMAEeHTa.
KnueHt noHumaeTt u npusHaet, 4to SAP 06bl4HO
BbIHY>XJ€EH nepeBoanTb BCE WHLNOEHTHI,
nocTynarwLline He Ha aHrmUACKOM A3blke, Npexae
YyeM HauymHaTb Kx 06paboTKy, 4TO yBenuunueBaet

BpemMsi, HeobxoauMmoe Ha 06paboTKy  Takux
WHLMOEHTOB.
c) KnueHT pomkeH onucatb, Kak MNposiBNAeTCA

WHUMOEHT; B HEKOTOPbIX Cry4yasx emy, BO3MOXHO,
npuaeTcst NPOAEMOHCTPMPOBaTb MHUMAEHT. KnueHt
obasyetca okasbiBaTb SAP nomowpe B aHanuse
VHUMOEHTa U CoOencTBME B NPeaoCTaBMneHnn ycrnyr
Mopaepxkn IDP, npn Heo6XoaAMMOCTHM BblaeNss Ans
3TUX Lienen CBOUX COTPYAHUKOB.

d) KnueHT o065a3yeTca knaccuduumMpoBaTb  KaXkablii
MHUMOEHT B OYHKUMAX WM COOTBETCTBYHOLLEN
OOKyMeHTaumm cornacHo SAP-HoTte 67739.

e) KnueHt obssyetcs npegoctaBuTe SAP gocTyn Ko
BCEM JOKYMEHTaM, UMEIOLLMM OTHOLUEHWNE K NoBbiM
M3MEHEHUSM  WAM  YnydleHusaM  (TakuMm,  Kak
Moandukaumm nnn JononHeHus), Nnpon3segeHHbIM
KnveHtoMm unn no ero npocbbe, KoTopble MOryT
noMoyb B aHanu3de wuHumaeHta. KnueHT Takke
06dA3yeTca OOMKHbIM 0o6pa3oM BECTW y4eT Takux
W3MEHEHUA W1 ynyyleHuh U nNpuv HeobXoAMMOCTH
npepoctaensaTe SAP fOCTyn K Takum martepuanam.

f) KnueHt 00653yeTcs BHeOpsiTb BCE WUCMpaBrieHus
Kofa, NporpaMMHble BCTaBKM, 06X0AdHbIE pelueHus,
nakeTbl NOAAEPXKN U T. A., NpegocTaBnsemble SAP
Ana  PyHKUMA MO YCMOBMAM  HACTOSILLEro
[ononHenus.

g) Ona nonydenusa ycnyr Moggepxku IDP KnueHty
MOXeT ObITb  MpeanoxeHo  OGHOBWUTL — CBOM
onepaumoHHble cucTembl U 6a3bl 4aHHbBIX A0 CaMblX
nocregHnx Bepcui.

M3MEHEHUA B UHO®OPMALIUU KITMEHTA. AYOUT

KnueHT 06si3yetca HesameanuTenbHO MHopMMpoBaTb
SAP 060 BCex M3MEHEHMUsIX, CBSI3aHHbIX C YCTAHOBKOW
dyHkUMA, a Tarke npenocTaBnATb Nobble apyrue
CBEJEHUs1, KacaloLMecs NCnonb3oBaHns PyHKLWIA.

B uensx koHTpons 3a cobniogeHvWem  ycroBwi
HacToswero fononHeHnss SAP BnpaBe nepnoonyecku
NpoBEPSATb 4OCTOBEPHOCTL NpefocTaBneHHon KneHTom
WUHopMaLnn.
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ADDITIONAL TERMS AND CONDITIONS

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

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

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

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

Fee(s) are subject to change:

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

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

5.1.

5.2.

5.3.

5.4.

5.5.

AOOMNOJIHUTEJIbHBLIE YCNOBUA U MONOXEHUA

npeﬂyCMOTpeHHaﬂ HaCToAWMNM OOKYMEHTOM Mopnepxka

IDP Oyper oKasblBaTbCs NPUMEHUTENBHO K
HenpoayktueBHon cucteme KnveHta, Ans KOTOpou
KnneHty 6ol npepoctaBneHbl  ®OyHkuunM Mo

cooTBeTCTBYOLWMM OnucaHuam obbema ycnyr ¢ npaBom
nogaepxku IDP. MNpn Hanuynm pasyMHbIX OCHOBaHUMN U C
y4yeTom BCEX npeaBapuTenbHbIX TpeboBaHui,
npeaycMOTPEHHbIX HacToswmM [ononHeHuem, KnveHt
BrnpaBe 3anpocuTb ycnyrn lNoggepxku IDP ans ewe
OAHOM HenpoaykTuBHOW cuctembl KnneHTta, a SAP
BrpaBe BLIMNOMHUTL TakoW 3anpoc. Heeaupas Ha
BbILLEN3IOXEHHOE, Knuent HeceT NOIHY0
OTBETCTBEHHOCTb 3a MpPMMEHeHWe npenocTaBreHHON
Moppepxkn IDP k cBoum MpoayKTUBHBIM cUCTEMaM.

SAP He O6ygetr okasbiBaTb [logaepxky IDP ansa
nporpammMHoro obecneyveHuns TpeTbux nmu,
npepoctasnaemoro SAP KnueHTy no cOOTBETCTBYHOLLUM
Onncanusim obbema ycnyr ¢ npasom noggepxku IDP,
€CNnn MHOEe He COrracoBaHO CTOPOHaMW B MUCbMEHHOMN

dopme.

Mopnepxka IDP npegoctaBnseTcs UCKNOYMTENBHO Ans
Touknm KOHTAKTa C KIMEHTOM, KOTopas [OIbKHa
NOAAEPXKMBATb KaXaylo yCcTaHOBKY PYHKLMIA, HA KOTOpbIe
pacnpocTpaHsieTca AencTBme HacTosiwero JononHeHus.

Moppepxka IDP  aBTOMaTM4eckmu npekpaLyaeTcs
ofQHOBpeMeHHo ¢ npekpaweHnem OCHOBHOMO wnu
PacwwupeHnHoro conpoBoxaeHus (npy Hannyumm y Knnenta
nognuckn Ha PacwuvpeHHoe conpoBoXAeHue) Aansi
BasoBoro nporpammHoro obecneveHust (B COOTBETCTBUM
C YCNoBUsIMM, ONpefdeneHHbIMW B cTpaTernv pennsos
SAP Ha Beb-cTpaHuLe
http://support.sap.com/releasestrateqy).

CTOMMOCTb yCnyr MoAneXuT U3MEHEHWUIO B CreayoLwmx
cnyyasix:

a) ecnu OnucaHusa o6bema ycnyr ¢ NpaBoM NOAAEPKKN
IDP Ha paspaboTky PyHKUMI C npenocTaBreHUEM
Mopopepxkn IDP B cooTBeTCTBUM C  YCrOBUSAMU
HACTOSILLEro OOKYMEHTa 3akK/touYeHbl Ha YCroBUSIX
(PMKCMPOBAHHOW LiEHbI ANS OTPAXEHUS UBMEHEHWN B
ueHe 3a paspabotky PyHKUUA, B OTHOLLEHWM
KOoTOpbIX okasbiBaeTca [logaepxka IDP no Takum
Onwncanunsm obbema ycnyr; nunm

b) ecnun OnucaHusa obbema ycnyr ¢ npaBoM NOAOEPXKKM
IDP Ha paspaboTky PyHKUMI C npenocTaBreHUEM
Mopopmepxkn IDP B cCOOTBETCTBUM C YCIOBUSMM
HaCTOSILLEro AOKYMEHTa 3aKM4YeHbl Ha YCMoBUSIX
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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).

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

LieHbl MO TUNY BpeMs U MaTepuanbl) AN OTpaxeHus
M3MEHEHUI B pacyeTe CyMMbl BosHarpaxaeHus Ha
ocHOBe oOf0uWen CymMMbl BO3HarpaxgeHui 3a
pa3paboTKy (BKMo4aa onnaTty npoesfa u pacxodos),
ynnadeHHow KnneHntom B nonb3y SAP 3a MNogaepxky
IDP  gna ®yHKuM, OKasbiBaeMyld  COrfmacHo
cooTBeTcTBytoWMM OnucaHuam obbema ycnyr B
TeyeHne nx CpokoB ,CI,eIZCTBVIﬂ.
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