SAP MAXATTENTION SERVICES DESCRIPTION (“MSD”)

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

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

1. Definitions.

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 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 eight (8) hour period between 6:00
am and 8:00 pm, Monday thru Friday, unless otherwise agreed to in writing
by the parties.

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

1.5. “Support Schedule” means the schedule to the License Agreement for
SAP support (i.e. SAP Standard Support, SAP Enterprise Support or SAP
Product Support for Large Enterprises) that is in force for the Software
licensed under the License Agreement.

1.6. “Top-Issue” means issues and/or failures identified and prioritized jointly
by SAP and Licensee in accordance with SAP standards which (i) endanger
Go-Live of a pre-production system or (ii) have a significant business impact
on a Production System.

2. SAP MaxAttention Services. SAP delivers only the SAP
MaxAttention Services (“MaxAttention Services”) specified in a MaxAttention
Services Scope Document to an Order Form referencing this MSD. SAP
MaxAttention Services consist of the following components.

2.1. SAP Embedded Services.

2.1.1. SAP delivers SAP Embedded Services as an onsite team consisting of
the SAP support resources ("Embedded Resources”) identified in a
MaxAttention Services Scope Document to an Order Form performing the
roles described below. Such Embedded Resources shall be available at the
Licensee location(s) specified in a MaxAttention Services Scope Document
to an Order Form during Normal Business Hours for the quota of days per
period of time specified in a MaxAttention Services Scope Document to an
Order Form (“Period”) per assigned Embedded Resource during the
MaxAttention Services Term specified in the MaxAttention Services Scope
Document to an Order Form (“Embedded Resources Quota”). The
assignment of Embedded Resources will occur within six (6) weeks after
execution of the Order Form. The Embedded Resources Quota does not
include any vacation leave by the assigned Embedded Resources.

SAPd

OMUCAHMUE YCNYI SAP MAXATTENTION («MSD»)

Yenyrm SAP  MaxAttention wmoryT npegycmatpvBaTe MpedocTaBrieHune
npoceccrmoHanbHbIX 3KCMEPTHbIX YCNyr Ha obbekTax Wunu B yaaneHHOM
pexume onsa cogencteumsa JlnueHsmaty B nnaHvpoBaHum yenyr MaxAttention,
ynpaBneHun, aHannse n onpeaeneHnm BO3MOXHOCTEN COBEPLUEHCTBOBAHNUS
GusHeca, COCTaBNEHUM  MapLUPYTHOW KapTbl W  MNpeaocTaBreHust
KOHCYNbTauUuiA N0 MHHOBALMOHHLIM TEXHOMOMUSIM U apXUTEKTYpe peLleHust ¢
Lenbto nomoyb JlnueHsnaty obecneuntb NOCTOSIHHOE COBEPLUEHCTBOBaHME
6usHeca B obnactu cneumanusaummn JinueHsmarta u/vnm okasatb NOMOLLb B
agMUHUCTPUPOBAHMM U 3Kcnnyatauum pewennn SAP  JluueHsuarta,
COOencTBys  peanu3auuMum  MNpoekToB  npeobpas3oBaHusi,  BHEAPEHMS,
MOZepHMU3aLuum, aKCrnyaTauMoOHHbIX U UHHOBALMOHHBIX MPOEKTOB.

Bce TEPMUHbI, HanucaHHble C 3arnaBHou 6yKBbI N He onpeaeneHHble B
HacTodaleM OOKyMeHTe, yI'IOTpe6J'IF|IOTCH B 3Ha4YeHuu, yCTtaHOBJSIEHHOM OnA
HuUx B CornatueHum.

1. Onpeaenexus.

1.1. TepmuH «KanengapHbln KBapTan» O3Ha4aeT TPexMecs4HbIn nepuoa,
3aBepuwatowwumiica 31 mapta, 30 uoHs1, 30 ceHTAOpsA 1 31 gekabps B Kaxaom
paccmaTpuBaeMoM KaneHaapHOM rofy.

1.2. TepmuH «MecTHOe paboyee Bpemsi» 03Ha4aeT ObOblYHbIe Yackl paboThbl
(c 8:00 go 18:00) B 06bl4HbIE paboume OHW, WCKkNoYas oduumanbHble
npasgHvkM,  OencTBylolMe B 3apeructpyupoBaHHoM  ocuce  SAP.
WcknountensHo B oTHoweHun CornaweHusi o6 ypoBHe cepBuca SAP,
onpeferneHne KOTOPOMY AaeTcs B HacTosileM [OOKyMeHTe, ob6e CTOpOHbI
MOryT BblOpaTb Apyroi 3aperncTpupoBaHHbIi  Opuc OogHOro  r3
ahpunmpoBaHHbix nuy SAP  ans onpegenexnus MecTtHoro pab6ouero
BPEMEHMU.

1.3. TepmuH «O6GbI4HOE paboyee BpeMsi» 03Ha4YaeT BOCbMUYACOBOW Nepuos
c 06:00 po 20:00 c noHegenbHMKa NO NSATHULY BKMYUTENBHO KpoMe
criyqaes, Korja vHoe corfacoBaHo CTOPOHaMU.

1.4. «[MpopykTuBHas cuctema» — pfenctBymowas cuctema SAP, koTopas
MCnonb3yeTcs ANs BbIMOMHEHNS BHYTPEHHWX busHec-onepaunn JinueHsmnara
1 B KOTOPYIO 3anuCblBalOTCS €ro AaHHbIe.

1.5. TepmuH «[punoxeHne o nogaepxke» osHayaeT npunoxerve (Obwune
ycnoBsusa okasaHus Ycnyr) kK JIMueH3noHHOMY A0roBopy, Kacatolieecs ycnyr
SAP no conpoBoxgeHuto (T. e. ycnyr SAP Standard Support no
conpoBoxaeHuto, SAP Enterprise Support (kopnopaTuBHas Nogaepxka) unu
SAP Product Support for Large Enterprises (nogaepxka NpOAYyKTOB Ans
KPYMHbIX NpeanpusaTvin)) u Aencteylowiee B OTHoweHun [MporpammHoro
obecneyveHusi, NULEH3MPOBaAHHOTO Mo JINLEH3MOHHOMY AOTrOBOpY.

1.6. TepmuH «KputnyHaa npobnema» oO3HavaeT BbISBNEHHYI npobnemy
wvnn cbon, koTopbiM JluueHanatr u SAP HasHauunu npuvopuTeTr B
COOTBETCTBUM CO CTaHAapTamu SAP 1 koTopble (i) CTaBAT NoA yrposy BBOA, B
aKcnnyataumio  NpeanpoayKTVBHOM — cucTeMbl  unu (i)  okasbiBaloT
3HaYUTENbHOE BMWSIHUE Ha MPOAYKTUBHYIO CUCTEMY C TOYKM 3peHus
6usHeca.

2. Ycnyru SAP_ MaxAttention. SAP npepoctaBnsier Tonbko Te
Yenyrm SAP MaxAttention («Ycnyrm MaxAttention»), koTopble yka3aHbl B
MpunoxeHnn c onucaHvem obbema ycnyr MaxAttention k [orosopy,
cogepxallemy ccbinky Ha Hactosiwee OnucaHne obbema ycnyr
MaxAttention. Ycnyru SAP MaxAttention BkmovaloT NpuBEAEHHbIE HUXEe
KOMMOHEHTBI.

2.1. Yenyrn SAP Embedded (BcTpoeHHbIe ycnyru).

2.1.1. SAP okasbiBaeT ycnyru SAP Embedded Ha TeppuTtopum JlnueHamata
cunamu  rpynnbl, COCTOSILLEN W3 CMeuuanncTtoB MO COMNPOBOXAEHMIO
(«CneunanucTbl cnyx6bl BCTPOEHHOW NOAAEPXKKM»), KOTOPblE YKa3blBalOTCH
B [NpunoxeHun c onucaHuem obbema ycnyr MaxAttention k Jorosopy u
BbIMOMHAT  ONWCaHHble Adanee  QyHkumn.  Cneumanuctbl  CRyXObl
BCTPOEHHOW noadepXkn obsA3aHbl HaxoauTbcs Ha obbekTax JluueHsmara,
ykasaHHbIx B [lpunoxeHun c onucaHuem obbema ycnyr MaxAttention k
Horosopy, B O6bl4HOE pabovee Bpemsi onpeaeneHHoe KonM4ecTBo AHeN u3
nepuopa, yctaHosneHHoro B OnucaHum obbema ycnyr MaxAttention «
Doroeopy («Mepuon»), B TedyeHne Cpoka okasaHus Ycnyr MaxAttention,
ykasaHHoro B [lpunoxeHun c onucaHvem obbema ycnyr MaxAttention k
DoroBopy («KBOTa Ha Mcnonb3oBaHWe CrneuuanucToB cryX6bl BCTPOEHHOW
nogaepxku»). Cneymanuctbl crny>0bl BCTPOEHHOW NOA4EPXKKN HasHavaTCs
B TeyeHne 6 (wecTtu) Hegenb nocne nognucauus HoroBopa. B Kesoty Ha
MCMoMb30BaHMe CrneumanucToB cryx6bl BCTPOEHHOW NOAOEepXKKN He BXOASAT
OHW  OTMYCKOB  HasHayeHHblx CneumannctoB  cnyxObl  BCTPOEHHOM
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2.1.2. Depending on the role, the activities of the assigned Embedded
Resource(s) will comprise one or any combination of the following areas to
the extent applicable as mutually agreed to by the parties:

SAP Lead Technical Quality Manager (“LTQM”)

noaaep>xXku.

2.1.2. HasHayeHHble CneumanucTbl cnyxbbl BCTPOEHHOM MOAAEPKKM
BbIMOMHAT 06A3aHHOCTWN, NPeAyCMOTPEHHblE ANSA OOHOW UMM HECKOMNbKUX
HWKecneaylLWwmx AOMKHOCTEN, B 3aBUCMMOCTM OT CBOEN crneuuanusaumm u

B 06beMe, cornacoBaHHOM CTOpOHaMu.

FnaBHbIN MeHeaxep SAP no TexHnyeckoMy kavyecTtBy («LTQM>»)

. Understand Licensee’s SAP Software solution, business
processes and strategic direction.

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

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

o SAP release & upgrade strategy that is aligned with
Licensee’s information technology (IT) strategy

o Identification of areas for potential reduction in Licensee’s
total cost of operations; and potential for the optimization
(i.e., continuous improvement) of Licensee’s SAP Software

. Provide transparency for focus area progress via balanced
score card including jointly agreed key performance indicators
(“*KPIs”)

. Develop and maintain mutually agreed Licensee-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

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

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

SAP Technical Quality Manager (“TQM”)

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

o SAP support requirements, Licensee support processes
and use of SAP support tools (e.g. SAP Note Assistant,
SAP Notes Search and SAP Solution Manager Enterprise
Edition)

o Integrated end-to-end application lifecycle management

o Integration validation of complex Licensee solutions

o Operate the SAP solution more efficiently

o Accelerated innovation for custom built solutions and rapid
prototyping

o Solution availability management, monitoring and
performance

o Risk mitigation plan(s) for critical maintenance issues

o Incident reduction and/or avoidance

e  TrackLicensee'simplementation of SAP’s recommendations and
action plans resulting from the delivery of SAP Expert Services
hereunder
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. MNoHumaeT MporpammHoe pewieHne SAP, 6usHec-npouecchl u
cTpaTernyeckoe HarnpasneHue JfivueHsmara.

. npe,D,OCTaBJ'IﬂeT KOHCynbTauuu, ctpartermnyeckme
pekomMeHgaunm n noMoLlb B cneayrowmx cd)epax:

o  YnpaBnsieT TEXHUYECKUMU pUCKamu 1 CITOXHBIMU
NpoeKTaMm No BHEAPEHWIO, OGHOBMEHMIO 1
npeobpasoBaHuto [porpamMmmHoro obecneyeHus
NnueHsnarta

o  Peanusauusi ctpateruu Bbinycka u 0GHOBNEHUSI MPOAYKTOB
SAP B cootBeTcTBUM C UT-cTpaTerven JinueHsnara

o  OnpegeneHvne BO3MOXHOCTEN CHUXKEHNSA COBOKYMHbIX
3atpaT JluueHaunata Ha onepauuu 1 noTeHumana ans
onTUMM3aLmMm (MOCTOSIHHOrO COBEPLLEHCTBOBAHMS)
MporpammHoro o6ecneveHus SAP JlvueHaunata

e  (ObecneyvBaeT NOHMMaHWE OOCTUMHYTLIX YCMEXOB B
akTyanbHbIx obnacTtax 6narogaps kapte cbanaHCUPOBaHHbIX
rokasaTternen, BKMoYarLLlei COBMECTHO onpeaensiemble
KrnoyeBble nokasaTtenu achdekTuBHocTH («KPI»).

. PaspabaTtbiBaeT 1 KOHTPONMPYET NaHbl B3aMMOAEWCTBUS B
pamkax Ycnyr MaxAttention ans KoHkpeTHoro JluueHsmnara.

e  OObecneunBaeT peanu3auuio NnaHa B3aMmMoAencTBIUA B pamMKax
Yenyr MaxAttention, Bknoyas koopauHaumio npegocTaBneHns
oTAenbHbIX yenyr n obecrneyeHune pecypcamu SAP.

. MomoraeT JlvueH3naTty B onpeaeneHumn TpeboBaHni k
MOHWUTOPUHIY ¥ CTpaTerMm no OCHOBHbLIM NpoLieccam onepauuin,
BbIMoNHSWMMES B [porpammHom obecniedeHumn SAP.

. MomoraeT JlvueH3naTy B KOOPAUHALWKN, OTCREXMBAHUN 1
COOBLLEHNN AAHHBIX O CHMKEHUN TEXHUYECKUX PUCKOB 1
KpuTMYecknx npobnemax SAP Ha ypoBHE pyKOBOACTBA.

MeHemxep SAP no TexHn4eckomy kavectBy («TQM»)

. MpepocTaBnseT KOHCYNbTauMKU, peKoMeHAaLM U NOMOLLb B
COrnacoBaHHbIX OCHOBHbIX 06MacTaX:

o CobntogeHue TpeboBaHuin nogaepxkn SAP, BbinonHeHne
npoLieccoB noaaepxku JlnueHanarta n ucnonb3oBaHue
MHCTPYMeHTOB nopaepxku SAP (Hanpumep, SAP Note
Assistant, SAP Notes Search u SAP Solution Manager
Enterprise Edition)

o MHTerVIpOBaHHoe KOMMNJ1EKCHOEe yrnpaBJ1eHNe XXU3HEHHbIM
LMKIIomMm rIpI/IJ'IO)KeHI/IIZ

o MpoBepkn MHTErpaLmm cCroxHbIX peLeHuni JinueHsnara

o [NoBblWweHNa apdHEKTUBHOCTU IKCNyaTaLnmn peLleHnn
SAP

o YCKOPEHHOro BHEOAPEHMA MHHOBALMIN ANSA 3aKasHbIX
peLleHuii 1 BbICTPOro NOCTPOEHMs NpoToTHNA

o YnpaBneHwne AOCTYNHOCTbIO PeLleHNA, MOHUTOPUHT 1
obecneyeHne Hagnexallen Npon3BoanTENLHOCTU

o Pa3paboTka nnaHoB MO CHUXKEHWUIO YPOBHS PUCKOB ANS
KPUTUYHbIX NPOGMeM, CBA3aHHbIX C TEXHUYECKUM
obcnyxuBaHmem

o COKpaLLI,eHVIe KONMMYecTBa MHLMOEHTOB U/UNWN UCKIIOYEHNEe
NX BO3SHNKHOBEHUA

. OrtcnexvBaeT BbinonHeHue JlnyeHsmatom pekomeHgaumn SAP
1 NNaHoB AeNCTBUA, pa3paboTaHHbIX B paMKax Oka3aHusi
JkenepTHbIX yenyr SAP cornacHo HacTosiLeMy AOKYMEHTY



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

. Manages quality gates for selected focus area projects

SAP Enterprise Architect (“EA”)

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

e Align the Licensee’s architectural strategy and roadmaps with
the SAP solutions and platforms strategy

. Provides advice, guidance and assistance in the following
areas:

o Architecture for key programs

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

o Licensee’s establishment of an architecture governance
board

. 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 Licensee in coordinating, tracking and reporting SAP
architecture roadblocks, pain points and mitigation.

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

2.2. SAP Expert Services.

2.2.1. SAP may provide Innovation Services, Co-Design, Architecture
Planning, Implementation Support, Cyber Security and Compliance, PaaS
and DevOps, Safeguarding, End-to-End Operations, and/or Innovative
Business Solutions Support services (collectively “SAP Expert Services”)
during Normal Business Hours (unless otherwise agreed to in writing by the
parties in advance) as may be determined by SAP and Licensee in the
agreed to MaxAttention Services engagement plan, for the quota of SAP
Expert Services days per Period during the MaxAttention Services Term
specified in the MaxAttention Services Scope Document to an Order Form
(“Expert Services Quota”).

2.2.2. Within the Expert Services Quota, Licensee will be entitled to choose
any standard SAP Expert Service from SAP’s then current portfolio of SAP
Expert Services. A listing of SAP’s current SAP Expert Services is available
at http://www.sap.com/maxattention-service-list.

2.2.3. To schedule SAP Expert Services, Licensee shall contact the LTQM
assigned or designated Embedded Resource. SAP requires a minimum
lead-time of five (5) weeks for scheduling SAP Expert Service delivery
requests. If reasonably possible for SAP, SAP Expert Services may also be
scheduled based on short-term needs and according to arising project
requirements. SAP will calculate the estimated days for a requested SAP
Expert Service based on Licensee’s information and requirements. This
estimate will include preparation and post processing activities. The days
used for an SAP Expert Service will be deducted from the Expert Services
Quota, where applicable. No time will be deducted from the Expert Services
Quota for travel time. In the event Licensee postpones or cancels any
already requested SAP Expert Service less than three (3) weeks before the

e  HanpaBnsieT pykoBOACTBY NPOEKTa CO CTOPOHbI JluueHanaTa
nepuogmyeckve otyeThl 0 xofe paboT n puckax

. OcyLecTBnseT No3TanHbIN KOHTPONb KayecTBa Ans
BblOpaHHbIX NPOEKTOB B OCHOBHbLIX 06nacTsx

KopnopaTtuBHbi apxutektop SAP («EA»)

. MoHumaeT MNporpammHoe peleHne SAP, GusHec-npoLeccsl 1
cTpaTerndeckoe HanpasneHue u nomoraeT JluueHsmnaTy B
npopaboTke NpoeKkTa apxXmUTeKTypbl, 06begnHALWEeN
nybnunyHoe/qacTHoe 06nako n nokanbHble cpeqpl.

. ConocTtaenser cTpaTervio 1 nnaHbl paspaboTkn apxuTekTypbl
JlnueHsnaTa co cTparternein BHeApeHus pelleHnit n nnatopm
SAP.

e [pepocTaBnsieT KOHCYNbTaLMW, PEKOMEHAALUM 1 NMOMOLLb B
crnepylowmx coepax:

o ApXI/ITeKTypa OCHOBHbIX NporpamMm.

o [lokyMeHTVpOBaHWe CUCTEMHOI cpeabl, BKoYas
PELLEHWSI, MPUINOXKEHNS], AAHHBIE U UHTErPaLNOHHYIO
APXUTEKTYPY.

o CospgaHue JlueH3raTom opraHa ynpasrneHus
apXUTEKTYpON.

. MpepocTaBnaeT nogaepxky MaBHOro MeHemxepa no
TEXHUYECKOMY KayeCTBY C Liefbio MOBbIWEHUs, rae 3TO
HeobxoanmMo, aphEKTUBHOCTU NPEAOCTABIEHNS DKCMEPTHBIX
ycnyr SAP, BKntoyas KoopAnHaL Mo onepaumii no
NpefoCTaBneHMo OTAEMbHbIX YCryr u obecnevyeHne pecypcamu
SAP.

. [MomoraeT JnueHanaTy KOOPAMHUPOBAaTL, OTCNEXMBATb
TPYAHOCTH, MPOBeMbl, CBSI3aHHbIE C apxuTekTypon SAP,
peLLeHus, a Takke coobLLaTb O HUX.

21.3. Bce vycnyrm SAP Embedded «koopaumHupyeT  MeHenxep
B3aUMOENCTBUIA, HAa3HaYeHHbIN JluueHanaToM. MiameHeHnst B o6beme ycnyr
SAP Embedded mMoryT BHOCUTbCS TOMbKO Ha OCHOBaHWUW NpeABapuTenbHOro
NUCbMEHHOrO COrMalleHns CTOpoH. Jllobble Takme M3MEHEeHUs B YCNoBUAX
okasaHus ycryr SAP Embedded B nio6om crnyyae kacaiTcs TOMbKO yCryr
SAP Embedded n He umetoT oTHoLleHuns Kk ycnyram SAP gpyroro Buaa.

2.2. 9kcnepTHble ycnyru SAP.

2.2.1. SAP MoXeT npedocTaBnaTb YCyrM MO BHEAPEHWIO WHHOBALWWA,
COBMECTHOMY MPOEKTUPOBaHWIO, NIMAaHNPOBAHWMIO apXUTEKTYpPbl, MoadepxKe
BHegpeHusi, obecneveHnio  kmbepbesonacHOCTM U COOTBETCTBUS
TpeboBaHuam, PaaS un DevOps, 3awure, CKBO3HbIM OnepauusiMm w/unm
noaaepxXke MHHOBALMOHHbIX OWU3HEC-pelleHnin (COBMECTHO «JKCnepTHble
ycnyrm SAP») B TeuyeHMe OOblYHbIX paboymx 4YacoB (ecriv CTOPOHbl He
[oroBopunuce 06 MHOM 3apaHee B MUCbMEHHOW hopmMe) B COOTBETCTBUM C
nopsigkoM, onpegeneHHsiM SAP 1 JlueH3naTtom B COrnacoBaHHOM NnaHe
B3aMMOAEVCTBMSA B pamkax ycnyr MaxAttention, ¢ y4eTom KBOTbI Ha AHU
npegoctasneHnss SkcnepTHbIX ycnyr SAP Ha [llepuog B TeveHue cpoka
npegoctasneHnss  ycnyr MaxAttention, ykasaHHoro B [lpunoxeHun c
onucaHnem obbema ycnyr MaxAttention k [oroBopy («KBoTta Ha
npefocTaBneHne 3KCNepTHBIX YCIyr»).

2.2.2. Ilnuensmat B pamkax KBoTbl Ha npegocTaBneHne 3KCrnepTHbIX yCnyr
BrpaBe BblOpaTb mnobyl cTaHpapTHylo OkcnepTHyt ycnyry SAP  un3
Tekywero noptdpens SkcnepTHbix yenyr SAP. Cnncok TekyLnx OKCnepTHbIX
ycnyr SAP gocTtyneH Ha cTpaHuue http://www.sap.com/maxattention-service-
list.

2.2.3. Yto6bl cnnaHvpoBaTtb JKcnepTHble ycnyrn SAP, JnueHsnat gomkeH
CBSI3aTbCH C Ha3Ha4yeHHbIM [NaBHbIM MeEHEemXepoM MO TEeXHUYECKOMY
Kka4yectBy unu Cneumanuctom cnyx6bl BCTPOEHHOW noafepxkn. SAP
TpebyeTcs He MeHee 5 (NATM) Hegenb Ha MnaHWpoBaHWe NpegocTaBreHns
3anpoleHHblX  JKcnepTHbIX ycnyr SAP. Ecnu  cuTyauuss no3BOMuT,
npefgoctasneHve OkcnepTHbIX ycrnyr SAP MoxeT ObiTb 3annaHuMpoBaHo
ncxoas M3 KpaTKOCPOYHbIX MOTPeBGHOCTE M COrMacHO BO3HWUKAKOLLMM
TpeboBaHuAM npoekTta. SAP nogcyuTbiBaeT MPUMEPHOE YUCMO AHEeWn,
HeobXoAUMbIX ANA OKa3aHusi 3anpolleHHOW JkcnepTHowm ycnyrn SAP, B
COOTBETCTBUM C NpefocTaBlieHHOW WHdopmauunein u TpeboBaHUsMU
INnuensnata. Mpu aToM noAcyeTe yunTbIBaOTCS AENCTBUSA NO NOATOTOBKE U
nocnegytoulen obpaboTke. [HW, MCNONb30OBaHHbIE Ha JKCNEPTHY ycnyry
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start date of the SAP Expert Service, SAP may deduct already rendered
days from Licensee’s Expert Services Quota.

2.2.4. Licensee shall define a project team and make sure that the relevant
contact people are available for the duration of the individual SAP Expert
Service deliveries. Such Licensee project teams should be staffed with
Licensee’s IT Project Manager, concerned business process owners, system
administrators, active users, and the persons who are responsible for the
implementation of the respective core business processes. The agenda
requires the participation of some or all of the Licensee project team. Prior to
an SAP Expert Service delivery, the Engagement Managers will: (i) agree
upon a more formal agenda for the SAP Expert Service; (ii) the required
involvement of Licensee’s project team members; and (iii) identify any
prerequisite SAP Software for the performance of the SAP Expert Service.

2.2.5. The “Innovative Business Solutions Support” category of SAP Expert
Services is only available for the Features (as defined in Exhibit 1) that are
covered by IDP Support (described in Section 2.9 below) as a component of
a MaxAttention Services engagement in a MaxAttention Service Scope
Document to an Order Form.

2.3. SAP Expertise on Demand.

2.3.1. SAP Expertise on Demand (“EoD” or “EoD Services”) is a remote
service which provides SAP resources to fill Licensee’s need for short to
medium-term duration (up to a maximum of ten EoD days in duration) tasks.
These tasks target technically complex or unusual issues that are typically
beyond the experience of Licensee’s staff such as: minor Modifications of
SAP Software as defined in the applicable SAP license agreement; minor
configuration changes of Licensee’'s SAP Software system; knowledge
transfer on SAP Software and similar tasks. EoD Services do not include: (i)
reaction on Licensee incidents as these are covered under the Support
Schedule to the License Agreement; or (ii) Features developed by SAP
Innovative Business Solutions. EoD Services will be provided during Normal
Business Hours for the quota of EoD days per Period during the
MaxAttention Services Term specified in a MaxAttention Services Scope
Document to an Order Form (“EoD Quota”).

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

2.3.3. SAP shall use commercially reasonable efforts to fulfil EoD Task
requests submitted by Licensee, however, SAP does not guarantee that it
can or will fulfill every EoD Task request submitted by Licensee and SAP will

SAP, BbluuTaloTcs U3 KBOTbI Ha 3KCNEpTHble ycnyrM nNo mepe
npUMeHMMOCTU. Bpemsi, 3aTpayeHHoe Ha npoesa, He NOANEXUT BblYeTy K3
KBOTbl Ha akcnepTHble ycnyru. Ecnu JluueHsmnat caBuraeT BpeMs okasaHus
W OTMEHSIET YXe YTBEPXAEHHYD W MOATrOTOBMEHHYD K OKasaHuio
OkcnepTHyto ycnyry SAP B Cpok MeHee YeMm 3a 3 (Tpu) Hegenu oo AaThl ee
Hayana, To SAP moxeT BblbecTb M3 KBOTbl JlMueH3nata Ha JOKcrnepTHble
YyCNyrn KOMMYECTBO [HEW, yxXe 3aTpavyeHHbIX Ha MNOAroTOBKY TaKow
OkcnepTHOM ycnyrn SAP.

2.2.4. JlvnyeHsnat dopmupyeT MpOEKTHy rpynny u obecneyusBaeT
OOCTYNHOCTb COOTBETCTBYHOLUMX KOHTaKTHbIX UL B Te4YeHue oKa3aHus
KOHKPEeTHbIX JKcnepTHbIX ycnyr SAP. B cocTaB TakvMx MPOEKTHbIX Fpyrmn
OOMKHBI BXOAUTL Criefytlowye COTPYAHUKU CO CTOpOHbI JluueHsnaTa: UT-
MeHeXep MpoekTa, OTBETCTBEHHble 3a COoOoTBeTCTBylWMe 6OusHec-
npoLecchbl, CUCTEMHblE aJMUHUCTPATOPbI, aKTUBHbIE NONb30BaTENM U NnUa,
OTBETCTBEHHblE 3a BHEAPEHWe COOTBETCTBYIOLUMX OCHOBHbIX Ou3Hec-
npoveccos. [porpamma gewcTBuin TpebyeT yyacTusi HEKOTOPbIX YMEHOB UK
BCeN npoekTHom rpynnbl  JlMueHsuata. [lepea  npegocTaBneHUeM
OkcnepTHon ycnyrn SAP MeHemxepbl B3aumogencTeuit: (i) cornacoBbiBatoT
odmumnanbHyo NporpammMy AEeNCTBUI NO OKa3aHuio QkcnepTHow ycnyrn SAP;
(i) obecneymBaloT y4acTue YNeHOB NPOEKTHOW KoMaHAapbl JluueHsmata B
Tpebyemom obbeme; (iii) onpenensioT, Kakoe nporpaMmHoe obecneveHue
SAP Heobxoaumo Ans npefocTaBneHns SKcnepTHom yenyrn SAP.

2.2.5. Kateropus «lNogaepxka MHHOBALMOHHbIX BU3HEC-peLLIeHnn» B paMKkax
OkecnepTHbIX yenyr SAP gocTtynHa Tonbko Ans ®yHkuui (kak onpegeneHo B
HononHenun 1), AnA KoTopbix AencteyeT noadepxka IDP (onucaHHas B
Paspene 2.9 Hwke) kak KOMMOHEHT B3avMOAEWCTBMS B pamKax Ycnyr
MaxAttention B MpunoxeHun ¢ onncaHvem obbema ycnyr MaxAttention k
Horosopy.

2.3. SAP Expertise on Demand (3kcneptusa SAP no 3anpocy).

2.3.1. Ycnyrun SAP Expertise on Demand («Ycnyrn EoD») — 370 yaaneHHbIn
cepsuc, npepocTaeBnsAlWMA  pecypcbl  SAP  Ana yAoBNeTBOPEeHus
notpebHoctert  JlMueHavata B BbLIMOMHEHUM  KPATKOCPOYHBIX U
CpeaAHecpoYHbIX 3aday (4NMTenNbHOCTLIO 40 AecsaT aHen EoD). OTun 3agaun
CBAi3aHbl C pelleHNeM TEeXHUYECKN CMOXHbIX UMM HEeobblYHbIX BOMPOCOB,
KOTOpble, Kak NpaBuio, BbIXOAAT 3a pPaMKW 3HAaHUN M OnblTa nepcoHana
INnuensnata: Hanpumep, He3HauuTenbHble Moaundwmkauuu [NporpammHoro
obecneveHns SAP (B COOTBETCTBUM C OMpeAeneHVemM B NULEH3NOHHOM
cornaweHun  SAP), He3HauuTenbHble  M3MEHeHus  KoHdurypauum
yCTaHoBMNEeHHOW Yy JlMueHsnata nporpaMMHoW cuctembl SAP, nepegaya
3HaHui no lMporpammHomMy obecriedeHuto SAP u gpyrme cxoxue 3apayv.
Ycnyrn EoD He BknoyaloT: (i) pearmpoBaHue Ha uHUMAEHTbI JlnueHanaTa,
TaKk Kak 3TOT npouecc perynupyetca [lpunoxeHvem o nogdepxke K
JIvueHanoHHomy cornaweHuo; (i) PyHkuum, paspaboTaHHble B opraHu3aumum
SAP Innovative Business Solutions. Ycnyrn EoD oka3sbiBatoTtcst B OBbl4HbIE
paboyve 4yacbl onpefeneHHoe KonuyecTBO AHel B pamkax [lepuopa B
TeyeHne Cpoka okasaHus ycnyr MaxAttention, ykasaHHoro B [MpunoxeHum ¢
onucaHneMm obvema ycnyr MaxAttention k JoroBopy («KBoTta Ha ycnyru
EoD»).

2.3.2. Ytobbl Bocnonb3oBaTbea Ycnyramu EoD, JlueHsmar Hanpaensiet B
SAP 3anpoc Ha BbinonHeHune 3agayn EoD 4yepes cuctemy SAP Solution
Manager Enterprise Edition ¢ ykasaHumem 3agayv W [OMOMHUTENbHON
WHpopMaumm o 3agavye EoD, B OTHOWweHwn koTopow JlnueHsmar
3anpawmusaeT nomowpb B SAP («3apaya EoD»). 3atem SAP aHanusnpyet
3anpoc JluueHanata Ha 3agavy EoD. JluueH3unaTt noHMMaeT 1 cornawaeTcs
c Tem, 4yto SAP MOxeT OTknoHuTb 3agadyy EoD, HanpaBneHHyto
JlvueHanaTtom, ecnu 3anpoc He OTHOCUTCA K akTyanbHon 3apadve EoD B
COOTBETCTBUU C AaHHbIM MyHKTOM 2.3 unu ecnu 3agada EoD He MoxeT 6bITb
peann3oBaHa B CBSI3W C TEXHUHECKMMU UMW K PUANYECKUMU OTPaHUYEHUS MU,
Ecnu 3agaya EoD MoxeT 6biTb peanusoBaHa SAP, To SAP npegocTtasnsieT
JvueHsnaty nnaH AenctBMn no ee BbiMONHeHuWo. Ecnu  JluueHsmnat
npuHMUMaeT nnaH pgencteui u  npocut SAP  HavaTb paboty, SAP
npepocraensiet JlvueHsnary [aHHble o] npubnuanTensHoOn
NPOJOMKUTENBHOCTU BbINONHeHUs 3agayn EoD (B 4acax, MUHMManbHoe
Bpemsi BbinonHeHuss 3agaun EoD — 4 (veTblpe) vaca). Mo npuHATUM
pacyeTHoM oueHkn JlnueHanatom SAP gomkHa HavaTb paboTbl NO peLleHunto
3agaun EoD B cOOTBETCTBUM C NNIAHOM AencTBUA. PakTuyeckoe KonmnyecTso
yacoB, HeobxoaMmoe Ansi BbINOMHeHWs NpuHaTon 3agaym EoD, BelunTaeTcs
13 KBoTbl Ha ycnyrn EoD. Ycnyru EoD Henb3s ncnonb3oBaTtb AN oKasaHus
OkenepTHbIX yenyr SAP, NnepeyncrneHHbiX B NyHKTe 2.2.

2.3.3. SAP nNpunoXuT pasyMHble C KOMMEPYECKOW TOYKWN 3peHUst yeunusa ans
BbIMOMHEHNSA HanpaBneHHbIX JiueHanaTtom 3anpocos Ha 3agayun EoD, Ho He
rapaHTMpyeT, YTO CMOXET BbIMOMHUTL KaxAbld U3 3TUX 3anpocos, U He
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have no liability in the event it cannot or does not fulfill such EoD Task
request. SAP shall notify Licensee in the event it cannot fulfill an EoD Task
request. In the event SAP commences work on an EoD Task and
subsequently determines that it cannot or will not fulfill such EoD Task, SAP
shall provide Licensee with a written explanation of the reasons for such
action.

2.4. SAP On-Call Duty Services.

2.4.1. SAP On-Call Duty Services offer Licensee remote access to a contact
person within SAP’s support organization to support Licensee with critical
business processes, upon request. Such SAP On-Call Duty Services contact
will be available for the quota of SAP On-Call Duty Services sessions per
Period during the MaxAttention Services Term specified in the MaxAttention
Services Scope Document to an Order Form (“On-Call Duty Quota”).

2.4.2. An SAP On-Call-Duty Services session is:

. either Monday to Sunday starting 08:00 and ending 20:00 the
same day in Licensee’s local time zone

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

2.4.3. To schedule SAP On-Call Duty Services Licensee shall make a
request in writing to the LTQM or the designated Embedded Resource. The
scheduling of SAP On-Call Duty Services is subject to five (5) weeks
advance notice.

2.5. SAP Service Level Agreement.

2.5.1. SAP Service Level Agreement is available as a component of an SAP
MaxAttention Services engagement to licensees who are subscribing to
SAP’s Product Support for Large Enterprises (“PSLE”) Support Schedule.
Licensees under contract with SAP for SAP Enterprise Support will receive
SLA in accordance with those terms.

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

2.5.2 SLA for Initial Response Times:

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

b. Priority 2 Incidents (“High”). SAP shall respond to Priority 2 incidents
within four (4) hours of SAP’s receipt during SAP’s Local Office Time of such
Priority 2 incidents. An incident is assigned Priority 2 if normal business
transactions are seriously affected and necessary tasks cannot be
performed. This is caused by incorrect or inoperable functions that are
required to perform such transactions and/or tasks.

c. For further information on assigning priority levels see SAP Note 67739
available in the SAP Notes Database on SAP’s Customer Support website at
http://support.sap.com/notes.

HeceT OTBETCTBEHHOCTV B CIlyyae HEBbIMOMIHEHUs 3anpocoB Ha 3agauyv
EoD. SAP ob6s3yerca nucbMeHHO yBegomMuTb JlMueHanata B crnydae
HEBO3MOXHOCTU BbINOMHEHUS Kakoro-nnbo 3anpoca Ha 3agady EoD. Ecnu
SAP HauuHaeT paboTtbl no 3agadve EoD u 3aTem pellaeT, YTo HE CMOXET
3aBepwnTb BbinonHeHne 3apaun EoD, SAP Hanpasut JluueHsnaty
NMUCbMEHHOE pasbsCHEHNE NPUYNH TAaKOro peLleHus.

2.4. Yenyrn SAP On-Call Duty.

24.1. Ycnyrm SAP On-Call Duty npepnaratoT yganeHHbli [oCTyn K
KOHTaKTHOMY nuuy w3 cnyx0bl nogaepxkn SAP, koTopoe no Mepe
HeobXoAMMOCTU OKkasbiBaeT NoaAepXKKY JlnLeHsnaTy no KpUTUYECKN BaXKHbIM
6busHec-npoueccam. Takoe koHTakTHoe nuuo no Ycnyram SAP On-Call Duty
OOCTYMNHO B TeYeHne onpefenieHHoro KonuyecTtsa ceaHcoB Ycnyr SAP On-
Call Duty B pamkax [lepuoga B TeyeHune Cpoka okas3aHus ycnyr
MaxAttention, yctaHoBneHHoro B OnucaHun obbema ycnyr MaxAttention,
KoTopoe npunaraetcs k [loroBopy («KBoTa Ha ycnyrn On-Call Duty»).

2.4.2. CeaHc Ycnyr SAP On-Call-Duty npoBoautcs:

. nnbo ¢ noHegenbHWKa no BockpeceHbe ¢ 08:00 o 20:00 Toro
)K€ [iHsi M0 MECTHOMY BpeMeHu JluueHsmnara;

. nnbo ¢ noHepenbHMka No BockpeceHbe ¢ 20:00 go 08:00
criefyloLero AHs N0 MecTHOMY BpemeHu JlnueHanara.

2.4.3. YT0o6bl 3annaHMpoBaTb CpPOK okasaHus ycnyru SAP On-Call-Duty,
JNnueHsmnaty HeobXxoAuMO HanpaBWTb MUCbMEHHbIV 3anpoc [naBHoOMy
MeHepxepy NO TEXHMYECKOMY KayecTBy WnM HaszHadeHHomy Creumanucrty
cny6bl BCTpoeHHOW nopaepxkun. MnaHmposanne Ycnyr SAP On-Call Duty
Npon3BOAMTCSA NOCne NpeaBapuUTENbHOrO yBeAoMIeHus 3a 5 (NTb) Hepens.

2.5. CornaweHue 06 ypoBHe cepBuca SAP.

2.5.1. CornaweHnss o6 ypoBHe cepBuca SAP [OCTYMHO Kak KOMMOHEHT
B3aumogencteust B pamkax Ycnyr SAP MaxAttention, npegoctaBnsiembix
JlvueHsnatam, 3aknYMBLLMM OOroBOp Ha ycnyru nogaepxkun SAP Product
Support for Large Enterprises («<PSLE») B cooTBeTcTBMM C [MpunoxeHnem o
nogaepxke. JlvueHsnaTbl, 3aknyuBliMe p[oroBop ¢ SAP Ha ycnyru
nogaepxkn SAP Enterprise Support, npuobpetatoT CornaiieHne o6 ypoBHe
cepBUca B COOTBETCTBUM C YCMNOBUSIMU TaKOro JOroBopa.

lMpuBeneHHble Huxe obs3aTenbcTBa B pamkax CornaweHus o6 ypoBHe
cepBuca (ganee — «SLA») pacnpocTpaHsiloTCS Ha BCe HarnpaBreHHble
JIvueHanatom wuHUMAEHTbI, koTopble SAP npuHumaeT B 06paboTky C
npyoputetom 1-ro unu 2-ro ypoBHEM U KOTOpble COOTBETCTBYHOT
obsizaTenbHbIM - MpeaBapuTenibHbIM - YCNOBUSIM,  MEPEYUCTIEHHBIM B
HacTosILEM JOKYMEHTe, B OTHOLWEeHUn cuctem JlnueHsmata n kombuHauum
naeHTudmkaTopos cuctem («SID»), ykazaHHbIX B [MpunoxeHnn ¢ onucaHnem
obbema ycnyr MaxAttention k [oroBopy. Takme SLA BcTynawT B cuny
HauvHasi ¢ nepsoro nonHoro KaneHpapHoro kBapTana, crnegylowero 3a
narow nognucaxus [lorosopa.

2.5.2 SLA B OTHOLLEHWN CPOKOB NEPBUYHOrO pearnpoBaHua:

a. MHumnpeHTbl ¢ [Mpuoputetom 1 («OyeHb Bbicokuii»). SAP o6s3yeTcs
pearvpoBaTb Ha MHUUAEHTHI ¢ [MpuoputeTom 1 B TeveHune 1 (ogHOro) yaca c
MOMEHTa MOCTYNMeHNs Takoro nHunaeHta B SAP (B nto6oe Bpemsi CyTOK 1 B
nobon feHb Hepenu). MHuupeHTy npucBauBaeTcs [MpuoputeT 1, ecnu
BO3HMKWAa npobnemMa wuWMeeT oO4eHb Cepbe3Hble NOCMNeAcTBust Ans
OCYLLECTBIEHUsI CTaHAapTHbIX Br3Hec-onepaunii, 1 BbINOMHEHWE CPOYHBIX,
KPUTUYHBIX Ans GusHeca paboT CTaHOBMTCS HEBO3MOXHbIM. OObl4HO 3TO
BbI3bIBAETCA TakUMK OOCTOATENbCTBAMW, Kak MOMHbIA OTKa3 CUCTEMBI,
Heronagku B UeHTpanbHbIX yHKUMsix SAP unu Kputundeckue npobnemsi,
npu ycrioBUKU, YTO B KaXAOM W3 Takux CriydaeB OTCYTCTBYeT 06XoAaHOe
peLueHue.

6. WHumpentbl c [Mpuoputetom 2 («Bbicokuii»). SAP pearupyeT Ha
wHUMAeHTBl ¢ [MpuoputeTom 2 B TeyeHue 4 (4eTbipex) 4acoB mocrne
NoCcTynneHns Takoro uHuugeHta B SAP B TeyeHue MecTHoro pabouyero
BpemeHu. MVHUMOEeHTY npucBavBaeTcs NpUOpUTET 2-r0 YpPOBHS, ecnu
CYLLECTBEHHO 3aTpyAHEHO BbIMOMHEHWE CTaHAAPTHbLIX Gu3Hec-onepauunii n
OTCYTCTBYeT BO3MOXHOCTb BbIMOMHATE psf HeobxoAuMbIX 3adadv. Takas
cuTyaumsi obblYHO SIBMSIETCS pe3ynbTaTOM HEKOPPEKTHOW Wnu HeBepHOW
paboTbl PYHKUWUIA, MpefHa3HaYeHHbIX AN BbIMOMHEHUs TakMxX onepauunn
vivnu 3agad.

B. [loNoNHMTENbHY0 MHMOPMaUU O Ha3HavYeHUW YPOBHEN NpuopuTeTa CM.
B SAP-HOoTe 67739, pa3melleHHow B 6a3e AaHHbix SAP-HOT Ha BebG-cavite
nogaepxku knneHtoB SAP no agpecy http://support.sap.com/notes.
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2.5.3. SLA for Corrective Action Response Time for Priority 1 Incidents: SAP
shall provide a solution, work around or action plan for resolution (“Corrective
Action”) of Licensee’s Priority 1 incident within four (4) hours of SAP’s receipt
(twenty-four hours a day, seven days a week) of such Priority 1 incidents. In
the event an action plan is submitted to Licensee as a Corrective Action,
such action plan shall include: (i) status of the resolution process; (ii) planned
next steps, including identifying responsible SAP resources; (iii) required
Licensee actions to support the resolution process; (iv) to the extent
possible, planned dates for SAP’s actions; and (v) date and time for next
status update from SAP. Subsequent status updates shall include a
summary of the actions undertaken so far; planned next steps; and date and
time for next status update. The SLA for Corrective Action only refers to that
part of the processing time when the incident is being processed at SAP
(“Processing Time”). Processing Time does not include the time when the
incident is on status “Customer Action” or “SAP Proposed Solution”, whereas
(a) the status Customer Action means the incident was handed over to
Licensee; and (b) the status SAP Proposed Solution means SAP has
provided a Corrective Action as outlined herein. The SLA for Corrective
Action shall be deemed met if within four (4) hours of processing time: SAP
proposes a solution (status “SAP Proposed Solution”), a workaround or an
action plan; or if Licensee agrees to reduce the priority level of the incident.

2.5.4. Prerequisites and Exclusions.

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

b. Exclusions. The following types of Priority 1 incidents are excluded from
the SLAs: (i) incidents regarding a release, version and/or functionalities of
software developed specifically for Licensee (including without limitation
those developed by SAP Innovative Business Solutions and/or by SAP
subsidiaries) except for custom code built with the SAP development
workbench; (ii) incidents regarding country versions that are realized as
partner add-ons, enhancements, or modifications are expressly excluded
even if these country versions were created by SAP or an affiliate of SAP;
and (jii) the root cause behind the incident is not a malfunction, but missing
functionality (“development request’) or the incident is ascribed to a
consulting request.

2.5.3. SLA B OTHOLWIEHWVN CPOKOB NpPeaoCTaBleHUA KOPPEKTUPYIOLLNX Mep
ans_vHuupgeHntoB ¢ [Mpuoputetom 1: SAP npepocTaBnsieT pelueHuve,
06xofHOM NyTb WNW MnNaH A[AEWCTBUIA MO paspelleHuio MHUMAeHTa ¢
Mpuoputetom 1 («KoppekTupytowme mepbi») B Te4eHne 4 (4eTbipex) Yacos
C MOMEHTa NOCTYNMNeHNs Takoro nHuuaeHTa B SAP (B noboe Bpemsi CyTOK U
B Nno6olt aeHb Hepenu). B cnyyae ecnu B kayecTBe KoppekTupytoLen Mepbl
JNnueHsnaty npepocTaBnsieTcs nnaH AeUCcTBUA MO pelleHuto npobnembl,
Takon nmnaH BkMw4aeT: (i) uHdopmauu O craTyce npouecca pelleHus
npobnemsl; (i) MHopMaLMio O 3annaHWpPOBaHHbLIX AanbHEWLWMX Lwarax ¢
yKkasaHvem OTBETCTBEHHbIX NuL, HasHayeHHblx SAP; (iii) nHdopmauuio o
HeoOXxoAuMbIX AencTBuax JlvueHanata Mo COMPOBOXAEHWMIO Mpolecca
peweHuss npobnembl; (iv) N0 BO3MOXHOCTW, MNaHuWpyemble AaTbl
OCYLUEeCTBMEHN Mep, NpeanpuHMMaeMbiXx CO CTOpPoHbl SAP; n (v) gaty u
BpeMs crieaylowiero o6HOBNeHUs cratyca co CTopoHbl SAP. [anbHenwwve
0oBHOBNEHUS cTaTyca BKIOYaloT KpaTKoe onucaHue yxxe NpeanpuHAThIX Mep;
MHpopMaLMio O cneayoLnX 3annaHMPOoBaHHbIX AEeWCTBUSX; U AaTy U Bpems
cnegyiouwlero ob6HoBneHus crtatyca. SLA pgna  KoppekTupylowmx mep
OTHOCUTCSI TOMbKO K TOW 4acTu BpeMeHn o6paboTku, koraa WHUMOEHT
obpabatbiBaetcs B SAP («Bpemsi obpaboTku»). Bpemsi obpaboTkm He
BKMNIOYaET BpeMsi, B TeYEHNEe KOTOPOro MHUMAEHT uMmeeT ctaTtyc «[encreve
3akasuuka» unu «lMpepnoxeHHoe pewweHne SAP», npu aTom (a) «Odencteme
3aKka3yuka» O3HavaeT, YTO MHUMAOeHT Obin nepedaH Jlnuensmaty; u (b)
ctatyc «lpegnoxeHHoe peweHne SAP» o3HavaeT, 4YTo KomnaHuein SAP
6bIn0 npegoctaBneHo KoppekTupyiollee AelcTBUE B COOTBETCTBUU C €ro
onpeaerneHMemM B JaHHOM JOKYMeHTe. SLA B OTHOLLUEHUN KOPPEKTUPYHOLNX
AEeNncTBMIN cunTaeTcs cobmiofeHHbIM, ecriu B TevyeHne 4 (4eTblpex) 4acos
KomnaHuen SAP npeanoxeHo pelueHve («MpeanoxeHHoe pelieHne SAP»),
BpPEMEHHOEe pelleHne Wunu nnaH gewcTewin, nubo ecnu JlvueHsmat paet
corracme CHU3NTb YPOBEHb NpUopuTETa MHLMAEHTA.

2.5.4. [pegBapuTenbHbIe YCNOBUSA U UCKIIOYEHNS.

a. [peaBaputenbHble ycnosua. SLA AeNcTBYIOT TONbKO MPW BbINOMHEHUN
crnegyowmx obszaTenbHbX YCroBWn Ans Bcex uHUupeHTtoB: (i) 3a
WCKMIOYEHNEM  CMyyaeB, KacalwWmxcsi AHanmM3a OCHOBHbIX  MPUYUH
VHLMOEHTOB ANs1 NOMb30BaTENbCKOro Koga M ONUcaHHbIX B MyHKTe 2.6, BCe
VMHUMAEHTBl OTHOCATCA K Bbinyckam [porpammHoro obecnedvenuss SAP,
KoTopble knaccuduumpytotca SAP kak umerowme cTatyc «HeorpaHndeHHas
noctaekay; (i) MHUMAEHTbI NpegocTaBnsATCs JIMUEeH3MaToM Ha aHrMACKOM
s3blke, nepeparTcs 4vepe3 cuctemy SAP Solution Manager Enterprise
Edition B cooTBeTCTBUM C OENCTBYOLWEN HA MOMEHT OTMpaBKu Npoueaypon
06paboTkn MHUMOEHTOB C yKa3aHMeM BCeX CBeAeHui (onpeaeneHHbiX B
SAP-HoTe 16018 unu B ntobow nocnegyowen SAP-HOTe, KOTopasi 3aMeHuUT
SAP-HoTy 16018), HeobxoauMbix SAP ONs MPUHATAA Mep MO peLleHuto
BO3HMKWIEr0  uHUMAeHTa;  (iii) WMHUMAEHTbI  OTHOCATCA K BbIMYCKY
MporpammHoro o6ecnedeHnss SAP, Ha KOTOpPOe pacnpoCTPaHATCA yCnoBus
OcHoBHOro wnu PaclumpeHHoro conpoBoXaeHusi. [nsa uHUMOEHTOB C
Mpuoputetom 1 NnueHsnar OOIKEH BbIMNOMHUTb crnepyouime
npeaBapuTenbHble ycnoeus: (a) npobnemMa u ee BnusHWE Ha Gu3Hec
JIvueHanaTta 4OMKHbI ObITb OMMCaHbI HACTONbKO MOAPOOHO, HACKOMbKO 3TO
Heobxoaumo SAP ans ee oueHku; (6) JluueH3naT Ha3HavaeT KOHTaKTHOe
nuuo, kotopoe OyaeT OoCTynHO Ans obmeHa wHdopmauven ¢ SAP 24
(nBapuaTb 4eTbipe) Yaca B CyTku 7 (Cemb) OHEeW B Hepenio, Brnageet
aHrMMIACKMM 513bIKOM M 0bnagaeT OOCTaTOMHbIMW 3HAaHUAMM M HaBblKamu,
4TOOblI MOMOYb, B COOTBETCTBMM C obsf3aTenbctBamy JlMueHsuata no
HacTosILLEMY OOKYMEHTY, B PEeLleHMU WHUMAEHTa, nepedaHHoro B SAP c
Mpuoputetom 1; (B) JlMueH3MaToM Ha3Ha4YaeTCsl KOHTAKTHOe nuuo Ans
OTKPbITUA yAaneHHOro MOAKMIOYeHMss K cucteMe W Ans npegoctaBrneHuns
SAP HeoOXoouMbIX PErvcTpauMoHHbIX OaHHbIX AN BXoga B CUCTEMY
JlnueHsnara.

6. WcknioyeHusi. N3 SLA wucknovaroTcs cnegywowme BUAobl UHLWOEHTOB C
MpvoputeTtom 1: (i) UHUMAEHTLI, OTHOCSLLUMECS K BbiMyckaM, BEpCUsSM W/unm
YHKUMSIM  MporpamMMHoro  obecneveHunsi, KoTopoe paspabaTbiBanochb
cneuymansHo Ansa JlvueHsuarta (B TOM yucne nporpamMHoro obecneyeHus,
paspaboTaHHoro opraHusaumert SAP Innovative Business Solutions w/unm
Ao4epHUMM KoMnaHusmMm SAP), 3a UCKMIOYEHWEM MONb30BaTENbCKOro Koaa,
CO3[4aHHOTO C MOMOLLbI0 MHCTPYMEHTanbHbIX CpefcTB pa3pabotkn SAP; (i)

MHUMOEHTLl, OTHOCAWMEecA K BepcusiM  ONs  KOHKPETHbIX  CTpaH,
peanu3oBaHHbIM  Kak MapTHEPCKUE  [OOMOSMHEHWsl, PaclUMPEHUst  UIu
MoAaudMKaLMKW,  UCKIOYalTCA, [AaXe ecnv  Takue  Bepcuu  ans

COOTBETCTBYIOLUMX CTpaH Obinu co3faHbl camol komnaHuein SAP wnu ee
addpunmnpoBaHHbIM NULOM; (iil) OCHOBHas MpUYMHA MHUWAOEHTA KPOeTCsi He B
aedekTe Unm HeMCnpaBHOCTK, a B OTCYTCTBUM (DYHKLMOHANbHOCTK («3anpoc
Ha pa3paboTKy»), WNU Xe WHUMOAEHT KnaccuduumpyeTcs Kak 3anpoc
KOHCYNbTaLMW.
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2.5.5. Service Level Credit.

2.5.5.1. SAP shall be deemed to have met its obligations pursuant to the
SLAs as stated above by reacting within the allowed time frames in ninety-
five percent (95%) of the aggregate cases for all SLAs within a Calendar
Quarter. In the event Licensee submits less than twenty (20) incidents (in the
aggregate for all SLAs) pursuant to the SLAs stated above in any Calendar
Quarter during the MaxAttention Services Term, Licensee agrees that SAP
shall be deemed to have met its obligations pursuant to the SLAs stated
above if SAP has not exceeded the stated SLA time-frame in more than one
incident during the applicable Calendar Quarter.

2.5.5.2. Subject to Section 2.5.5.1 above, in the event that the timeframes for
the SLA’s are not met (each a “SLA Failure”), the following rules and
procedures shall apply: (i) Licensee shall inform SAP in writing of any
alleged SLA Failure; (ii) SAP shall investigate any such claims and provide a
written report proving or disproving the accuracy of Licensee’s claim; (iii)
Licensee shall provide reasonable assistance to SAP in its efforts to correct
any problems or processes inhibiting SAP’s ability to reach the SLAs; (iv)
subject to this Section 2.5.5, if based on the report, an SLA Failure is proved,
SAP shall apply a Service Level Credit (“SLC”) to Licensee’s next
MaxAttention Service Fee invoice equal to one quarter percent (0.25%) of
Licensee’s MaxAttention Service Fee for the applicable Calendar Quarter for
each SLA Failure reported and proved, subject to a maximum SLC cap per
Calendar Quarter of five percent (5%) of Licensee’s MaxAttention Service
Fee for such Calendar Quarter. Licensee bears the responsibility of notifying
SAP of any SLCs within one (1) month after the end of a Calendar Quarter in
which an SLA Failure occurs. No penalties will be paid unless notice of
Licensee’s well-founded claim for SLC(s) is received by SAP in writing. The
SLC stated in this Section 2.5.5 is Licensee’s sole and exclusive remedy with
respect to any alleged or actual SLA Failure.

2.6. SAP Root Cause Analysis for Custom Code.

2.6.1. For Licensee custom code built with the SAP development workbench,
SAP provides mission-critical support root-cause analysis and may provide
guidance for incident resolution, according to the SLA’s stated in Sections
2.5.2 and 2.5.3 applicable for Priority 1 and Priority 2 incidents related to the
Licensee installations and SID combinations listed in a MaxAttention
Services Scope Document to an Order Form that are submitted by Licensee
in accordance with Section 2.5.4(a) above. In addition to the prerequisites for
the SLA’s stated in Section 2.5.4(a) above, in order to receive SAP’s Root
Cause Analysis for Custom Code service Licensee’s custom code must be
documented according to SAP’s then-current standards (for details see
http://support.sap.com/supportstandards) in Licensee’s SAP Solution
Manager Enterprise Edition system. Notwithstanding anything else stated
herein to the contrary, SAP shall be deemed to have met the SLA for
Corrective Action stated above for Priority 1 incidents related to Licensee
custom code by identifying possible root causes for the incident and/or
failure of Licensee’s custom code. SAP’s Root Cause Analysis for Custom
Code does not include providing corrections; work arounds; or incident
resolution for Licensee’s custom code regardless of who created Licensee’s
custom code. Corrections or incident resolution for Features may be
provided by SAP Innovative Business Solutions under a separate
agreement.

2.5.5. HeycTonka.

2.5.5.1. OnpepgeneHHble Bbllle obsAsaTtensctBa SAP cormacHo SLA
CUYUTAIOTCA BbIMOMIHEHHLIMW, €CMU YCTAHOBMEHHbIE CPOKWM pearMpoBaHus
6binu cobnogeHbl He MeHee Yem B 95% (OeBsiHOCTa NSITM NpOLEHTax)
crniyqyaeB oT obuero konuyectsa no Bcem SLA 3a KaneHgapHbli kBapTan.
Ecnu B kakon-nn6o KaneHaapHbll kBapTan B TedeHue Cpoka okasaHus
ycnyr MaxAttention JluueHsnat Hanpasut meHee 20 (aBaguaTtv) MHLMOEHTOB
(B coBOKYNHOCTM Nno BceM SLA) B COOTBETCTBUM C BbllLeyKka3aHHbIMU SLA,
JlvueHsnat cornawaetcs ¢ Tem, YTo SAP cyuMTaeT BbINOMHEHHBIMU CBOU
obsazatenbcTtBa No SLA, ecnn SAP He npeBbiCMN YCTaHOBMEHHble B SLA
CpOKU pearnpoBaHusi 6onee 4Yem AN OOAHOTO MHUMAEHTA B TEYEHUE ITOro
KaneHngapHoro kBapTana.

25.5.2. B coortBetctBUM C nyHKTOM 2.5.5.1 B cnyyae HecobniopeHus
BPEMEHHbIX  orpaHudeHuit  CornmaweHuss o6  ypoBHe  cepBuca
(«HeucnonHeHnne SLA») B pewictBMe BCTynawT crnegylolimne npasuna u
npoueaypsl: (i) JlnueHanaTt uHdopmupyeT SAP B NUCbMeHHOW copme O
Kaxgom npegnonaraemMom HewvcnonHenun SLA; (i) SAP paccnenyeT Bce
npeTeH3nM Takoro poda W MNpeAcTaBnsieT  MUCbMEHHbIA  OTYeT,
NOATBEPXKAAOLWMA WX ONpoBeprawmii  060CHOBAHHOCTb  MpeTeH3un
Jlvuensnara; (i) JinueHnsnar obsidyetcss okasbiBaTb pa3ymHOe COAencTBue
SAP B ycTpaHeHun Bcex npobrnem u© KOpPPEKTUPOBKE MPOLIECCOB,
npensTcTByOLWKX cobnogeHno SLA co ctopoHbl SAP; (iv) B COOTBETCTBUM C
nonoxeHnamn nyHkra 2.5.5, ecnu Ha ocHoBaHuu oTyeTa ByaeT foka3aHo
HewucnonHeHue SLA, SAP ob6sa3yeTcs npegoctaButb JlnueHsmaty HeycTomky
3a HecobnoaeHne ypoBHS cepBuca («HeycTolkay), koTopasi yumTbiBaeTcst
npu onnarte crneayloLwero cyeTa, BbiCTaBnseMoro JiuueHsuaty 3a ycnyru
MaxAttention, B pasmepe 0,25% (aBaguaTM NSTM COTbIX NpoueHTa) oT
ycTaHoBneHHoro ang JiuueHsunata BosHarpaxaeHus 3a ycnyrn MaxAttention
3a COOTBETCTBYHWOLMIN KaneHaapHbId KBapTan 3a Kaxabli NpeacTaBreHHbIN
N NoATBEePXAEHHbI oTyeToM cnyyvaw HewucnonHeHunsa SLA. [pu 3aTom
MakcMmarnbHasi COBOKyNnHas cymma HeycTomku 3a kaxgbli KanengapHbin
KBapTan He moxeT npesbiwate 5% (NATM NPOLEHTOB) OT yCTaHOBMEHHOro
ans JiuueHanaTta BosHarpaxaeHus 3a ycnyrn MaxAttention, okasaHHble B
aT10T KaneHgapHbiin kBapTan. JlnueHsmat obsizaH ysegomMuTte SAP 0 nobbix
npuumTaowmxca Heyctonkax B TedveHve 1 (ogHOro) Mecsaua nocne
OKOHYaHust  KanmeHngapHoro KksBapTana, B  KOTOPOM  MMeENo  MecTo
HesbinonHeHne SLA. LUTpadHble CaHKLUM HE NMPUMEHSIIOTCA B CryyYae, ecnv
SAP He nmonyysT oT JlMueH3nMaTa MMCbMEHHOTO YBEOOMIIEHUA C
obocHoBaHHbIM TpeboBaHueM ynnatutb Heyctonky. [MpegycMoTpeHHas
nyHkToM 2.6.5 Heyctonka aBnseTcs €AUHCTBEHHbIM U UCKIYUTENbHBIM
CpeAcTBOM NpaBoBOM 3alMThl JlMueH3naTta B criydae npegnonaraemoro unu
dakTndeckoro HesbinonHeHus SLA.

2.6. AHanu3 nepBoONpPUYNH c60eB ANA NONb30BaTeNbCKOro koaa.

2.6.1. SAP npoBoAMT aHanu3 OCHOBHbIX MNPUYMH WHUMOEHTOB ANs
nonb3oBaTenbckoro koga JlvueHauata, CO3[4@HHOTO  C  MOMOLLbIO
MHCTPYMEHTanbHbIX cpeAcTB paspabotkn SAP, B KpUTWUYHbIX Ans GusHeca
cUTyaumusix 1 MOXeT NpefoCTaBUTb PeKOMEHAALUMN NO PELLEeHN0 UHUMAEHTa
B COOTBETCTBMM C ycroBuammu SLA, npuBedeHHbIMU B NyHKTax 2.5.2 n 2.5.3
1 MPUMEHUMbIMW K MHUMAEeHTam ¢ MNproputetammn 1 1 2, KOTopble KacalTcs
KOMO6UHaumMn  yctaHoBok JlvueHsnata u  SID, nepevyncrneHHbIXx B
npunaraemom k [oroBopy OnucaHun obvema ycnyr MaxAttention, u
KOTOpble HanpaBsreHbl JluLeHanaTtoMm B COOTBETCTBUM C MyHKTOM 2.5.4(a).
Insa nonyvenuns ycnyrn SAP no aHanvay OCHOBHbIX MPUYMH MHLUMAEHTOB ANs
nofb3oBaTenbCKoro koga JiMueHanaT, NoMUMO BbIMOMHEHUS 06A3aTenbHbIX
npeaBapuTenbHbIX YCrnoBui anst SLA, ykasaHHbIX B NyHkTe 2.5.4(a), JomKeH
3apermcTpupoBaTtb CBOW MOMb30BaTENbCKWIA Kog B cBoen cucteme SAP
Solution Manager Enterprise Edition B cooTBeTCTBUM C OENCTBYOWMMN Ha
TOT MOMEHT cTaHgapTamm SAP (nogpobHylo MHGOpMaLUo CM. MO CCblike
http://support.sap.com/supportstandards). Hesasucumo oT ntobbIx
NMONOXEHUA HacTosAwero [[okymeHTa 06 obpaTHOM, BbILLEU3NOXKEHHbIE
nonoxeHnss SLA B oTHowWeHUM KoppekTupytowmx mep AN UMHUWOEHTOB C
MproputeTom 1, oTHOCAWMXCA K Monb3oBaTenbckoMy kody JlnueHsmaTa,
CYMTAIOTCA BbINOMIHEHHBIMW KOMMaHMen SAP, ecnu Obinu  BbIABMEHbI
BO3MOXHble OCHOBHble MPUYUHbI  UHUMAeHTa wu/unn cbos B pabote
nonb3oBaTenbckoro koga JlmueHsmarta. Ycenyra SAP no aHanusy OCHOBHbIX
NPUYMH  MHUMAEHTOB ANA  MONb30BaTenbCKOro KOAa He  BKMo4aeT
npegocTaBneHne ucnpasneHnin, obxodHbIX NyTenh unu pelleHust npobnem
Ans nonb3oBaTenbckoro koda JlnueHsnata He3aBMCMMO OT TOro, kem 6bin
cos3fdaH nonb3oBaTenbckuin koA JlMueHsnata WcnpasneHuss ®PyHKUMNA U
cnocobbl peLleHnst CBA3aHHbIX C HUMU MHUMAEHTOB MOTYT NpeaoCcTaBnsTbCs
opraHusauuern SAP Innovative Business Solutions no oTaenbHomy
cornaLieHuto.
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2.7. SAP Product Engineer on Demand Services.

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

2.7.2. Licensee shall initiate PED Services by submitting incidents, in
English, via the SAP Solution Manager Enterprise Edition in accordance with
SAP’s then current incident processing log in procedure containing the
relevant details and then contacting the Product Engineer and providing the
applicable incident number in which the Product Engineer should take action.
PED Services will only apply to: (i) incidents related to the Production
System application components specified in the MaxAttention Services
Scope Document to an Order Form, which are classified by SAP with the
shipment status “unrestricted shipment”; and (ii) incidents related to
Production System application component releases which fall into
Mainstream Maintenance and/or Extended Maintenance.

2.7.3. PED Services do not include implementation services or delivery of
remote services available under a Support Schedule. In addition, PED
Services do not apply to: i) incidents regarding a release, version and/or
functionalities of the Production System application components developed
specifically for Licensee (including, without limitation, those developed by
SAP Innovative Business Solutions and/or by SAP subsidiaries); ii) country
versions that are not part of the Production System application components
and instead are realized by partner add-ons, enhancements, or modifications
are expressly excluded even if these country versions were created by SAP
or an affiliate of SAP; (iii) the root cause behind the incident is not a
malfunction, but missing functionality (“development request”) or the incident
is ascribed to a consulting request.

2.7.4. SAP will assign one (1) Product Engineer for each Production System
application component and installation combination specified in a
MaxAttention Services Scope Document to an Order Form within four (4)
weeks of the PED Services Start Date. Such Product Engineer(s) will be
available for an eight (8) hour period between 8:00 am to 6:00 pm during
regular working days, in accordance with the applicable public holidays
observed by the SAP registered office associated with the installation
covered under PED Services (‘PED Office Time”).

2.7.5. Licensee may designate qualified English speaking contacts (up to the
number of contacts specified in a MaxAttention Services Scope Document to
an Order Form) within its SAP Customer Center of Expertise (“License PED
Contact(s)”) per Productive System application component and installation
number combination specified in a MaxAttention Services Scope Document
to an Order Form and shall provide contact details (in particular e-mail
address and telephone number) by means of which the Licensee PED
Contact Person (or the authorized representative of the Licensee PED
Contact) can be contacted at any time. Licensees PED Contact(s) will be
Licensee’s authorized representative(s) empowered to make necessary
decisions for Licensee or bring about such decision without undue delay.
PED Services will be delivered exclusively to the assigned Licensee PED
Contact(s).

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

2.7. Yenyrun SAP Product Engineer on Demand.

2.71. Ycnyrm SAP Product Engineer on Demand («Ycnyrm PED»)
NpefocTaBnsAlTCsd B AWCTaHUMOHHOM  peXUMe (eCnuM  CTOPOHbl  He
noroBopunucb 06 MHOM) U NO3BONSIOT 06paTUTLCS K MHXEHepy ycnyr SAP
no conpoBoxaeHuo («MHxeHep-pa3paboTunk») 3a KOHCynbTauuen no
BOMpocaM, OTHOCSILLUMCS B TOM 4Yucne K crnegyowmm obnactsm: (i) aHanus
VMHUMOEHTOB wnun owunbok; (ii) ycTpaHeHue Henonagok Wnu BpeMeHHoe
pelueHwue; (iii) npakTuyeckue pekomeHaaumy; (iv) paapaboTka nporpamMmMHOro
obecneveHns. Ycnyrm PED npegocTaBnsiloTcs  UCKMOYUTENbHO AN
NpUKNagHbIX KOMMOHEHTOB [1pOAYKTUBHBLIX CUCTEM W COOTBETCTBYHOLLMX
ycTaHoBoK JluueH3uaTta, ykasaHHblX B [NpunoxeHun ¢ onucaHvem obbema
ycnyr MaxAttention k [JoroBopy.

2.7.2. Y106bl HavaTb mucnonb3oBaHue Ycnyr PED, JluueHauaT otnpaBnsieTt
codepxalune Bce AeTanu WHUWAEHTbl Ha aHrTIUMACKOM $3blKe C MOMOLLbO
nporpammHoro obecneveHus SAP Solution Manager Enterprise Edition B
COOTBETCTBUU C OENCTBYIOLLEN Ha MOMEHT OTMpaBKu1 Npoueaypon nepegayn

VHUMAEHTOB n coobuaer MHxeHepy-pa3paboTynky HOoMep
COOTBETCTBYIOLLErO MHUMAEHTa, no KkoTopoMy WHxeHep-pa3paboTumk
OOMKeH  MpeanpuHATb  OnpefderieHHble  OecTBUs. Yenyrn PED

nNpenocTaBnsitoTCs TOMbKO B OTHOWeEHMU: (i) WHUMOEHTOB, KacaloLMXCsi
ykasaHHbIx B [punoxeHum ¢ onucaHmem obbema ycnyr MaxAttention k
[oroBopy npuWKNagHblX KOMMOHEHTOB [1pOAYKTMBHbLIX CUCTEM, KOTOpble
knaccucdmumpytotca  SAP  kak  uMelolme CcTaTyC  «HeorpaHuyeHHas
noctaekay»; M (i) MHUMOEHTOB, OTHOCALUMXCA K BbIMyCKaM MpUKIagHbIX
KOMMOHEHTOB [MpOAyKTUBHBIX CUCTEM, Ha KOTOPble pPacrpOCTPaHAITCS
ycnosust OCHOBHOTO u/unu PaclumpeHHOro ConpoBOXAEHNS.

2.7.3. Ycnyrm PED He BkntovawT B cebsi ycnyru no BHEAPEHWO Wnu
npefocTaBneHve  yaarneHHbIX YCNyr, OnucaHHblx B [lpunoxeHum o
nogaepxke. Kpome Ttoro, Ycnyru PED He MPUMEHSOTCA B OTHOLUEHWUM i)
VWHUMOEHTOB MO MOBOAY BepcuM, BbiMycka WnNn  YHKLMOHAmMbHbIX
BO3MOXHOCTEN NpPOrpamMMHbIX  KOMMOHEHTOB  [poAyKTUBHBLIX — CUCTEM,
KOTopble paspabaTbiBanucb cneumanbHo Ans JlvueHsmaTta (B TOM uucne
paspaboTaHHblX B pamkax SAP Innovative Business Solutions wnu B
Ao4vepHux koMmnanmax SAP); i) vMHUMOEHTOB MO noBody Bepcun Ans
KOHKPETHbIX CTpaH, He BXOASLWMWX B COCTaB MPOrpamMMHbIX KOMMOHEHTOB
MpooyKkTMBHBIX CUCTEM, a peanu3oBaHHbIX B BUAe MNapTHEPCKMX
[ONOSHEHWUIA, pacluMpeHui unu mMoguduKaumn, Aaxe ecnu Takue Bepcun
cosgaHbl SAP wnu ee addunupoBaHHon komnanuen; (iii) MHUMAEHTOB,
OCHOBHOW MPUYNHOW KOTOPbIX ABMSAETCH He HEeUCnpaBHOCTb, @ OTCYTCTBUE
Kakon-nmbo dyHKLMOHaNbHOM BO3MOXHOCTH («3anpoc Ha pa3paboTky»), unm
VHUWAEHTOB, OTHECEHHBIX K KaTeropuu 3anpocoB Ha KOHCYMbTaLuto.

2.7.4. [Ona «xaxgoro onpegeneHHoro B OnucaHum obbema ycnyr
MaxAttention k [oroBopy codeTaHuss NPOrpaMMHOrO  KOMMOHEHTa
[MpoaykT1BHOM CUCTEMbI N yCTaHOBKM SAP HadHauuT 1 (ogHoro) MHxeHepa-
paspaboTtunka B TeyeHue 4 (4eTbipex) Hedenb c [artel Havana
npepoctasneHns ycnyr PED. HasHaueHHbI ViHxeHep-pa3paboTtunk Gyaet
VCMONHATL CBOM 06513aHHOCTM B TeveHne 8 (BOCbMM) 4acoB B Nepuos Mexay
8:00 n 18:00 B 06ObIYHbIE paboume AHW, ucknodas oduLmanbHble NPpas3gHUKA
Ons 3apeructpupoBaHHoro odguca SAP, CBS3aHHOTO C YCTaHOBKOW, Ha
KoTopyto pacnpoctpaHsitotes Yenyru PED («Bpems paboTbl ocprca PED»).

2.7.5. JnueHsnaT MOXeT HasHauuTb KBaNMMUUUPOBAHHbLIX COTPYAHWUKOB
CBOEro JKCMepTHOro LeHTpa KnueHTa SAP, BRagelowmx aHrmMnckum
S13bIKOM (B KONMUYECTBeE, He MpeBbIlarLleM ykazaHHoro B OnucaHnm obbema
ycnyr MaxAttention k [loroBopy npefena), B Ka4eCTBe KOHTAKTOB Ansi CBA3N
(«KoHTakTHble nuua PED nuueHswnata») ANS  Kaxgon KoMGuHaumu
NPWKNagHoOro KoMnoHeHTa [NpoOAyKTMBHOW CUCTEMbI U HOMEpa YCTaHOBKMW,
onpegenenHbix B OnucaHnm obbema ycnyr PE k [loroBopy, v npegoctaButb
KOHTaKTHble [aHHble (BKMYas agpec 3MeKTPOHHOM ModTbl U HOMep
TenedgoHa), C NOMOLLLI0 KOTOPbIX MOXHO 6yaeT B nioboe Bpemsi cBA3aTbCS C
3TMMM KOHTaKTHbIMY NMUaMn UKn UX YNONHOMOYEHHBbIMY NPeacTaBUTENsMN.
KoHTakTHOe nuuo PED nuueHsnaTta A0MmKHO 3aHMMaTb OOSIKHOCTb, KOoTopas
nossonsieT 6blTb MONHOMOYHLIM MNpeacTaBuTenemM JluueHsnata ¢ npaBom
NPUHATUSE OT €ro VMEHM HeoOBXOOMMbIX PEeLIeHUA Wnu  opraHuM3auum
NPUHATUS Takux peweHuin 6e3 HeobocHoBaHHOW 3adepxku. Ycnyrm PED
NPeAoCTaBnNATCA UCKNIYUTENBHO Ha3HadYeHHbIM KoHTakTHbIM nuuam PED
nuueHsnarta.

2.7.6. B kayectBe nogrotoBku k npegoctasneHuto Ycenyr PED KoHTakTHoe
nuo PED nuueHsvata M Ha3HadeHHble  WHxXeHepbl-pa3paboTynku
COBMECTHO MpOBOAAT OfHy obs3aTenbHyto Npouedypy HacTpoWku Ans
3aTparvBaeMblXx KOMOWHauUuA NporpammMHOro KOMMoHeHTa [lpogyKTuBHOM
CUCTEMbl U YCTaHOBKW. Takas HacTpoWKka OCyLLeCTBMsSeTCH B COOTBETCTBUM
co cTaHgapTamu u TpeboBaHMsAMY JOKyMeHTaumumn SAP.
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2.8. SAP Accelerated Incident Management - Basic (“AlM — Basic”)
Services.

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

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

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

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

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

2.8.6. As preparation for delivery of AIM — Basic Services, Licensee’s AIM
Contacts and the assigned SAP Incident Manager will jointly perform one (1)
initial remote set-up meeting.

2.9. SAP Baseline Support for Innovative Business Solutions (“IDP
Support”). IDP Support provides incident handling support services as
described in the Exhibit 1 attached hereto for all Features delivered to, and
accepted by Licensee, under an SAP Innovative Business Solutions
Development Scope Document(s) under an Order Form or a Statement(s) of
Work (SOWSs) specified in a MaxAttention Services Scope Document to an
Order Form (“IDP Support Eligible Scope Document(s) or SOW(s)”)
excluding software to which special support agreements apply (which
includes, but is not limited to, SAP Enterprise Support or SAP Product
Support for Large Enterprises).

3. Engagement Management.

3.1. Each party shall designate an Engagement Manager. SAP’s
Engagement Manager will be the assigned LTQM. Licensee’s Engagement
Manager will be English speaking and empowered to make necessary
decisions for Licensee or bring about such decision without undue delay.
Such Engagement Managers shall cooperate closely with each other to
administer the terms of the Agreement. MaxAttention Services performed by
the assigned SAP resources will be coordinated with Licensee’s
Engagement Manager.

2.8. SAP Accelerated Incident Management — OCHOBHbIe Yycnyru
(«OcHoBHbIe ycnyru — AlM»).

2.8.1. SAP obecne4ynBaeT CBA3b C aHrMOroBOPSILLMM COTPYAHMKOM B crnyxbe
nogaepxkn SAP («Menegxep SAP no mHumaeHtam») ¢ 08:30 go 17:30 no
MECTHOMY BpPEMEHW C MOHedenbHUKa MO MATHWLY, €CNN CTOPOHbI He
[orosopunuce 06 MHOM B MUCbMEHHON ¢hopme, C Lienblo npeaocTaBneHus
nogaepxkn JlvuueHsnata B onTuMu3aumm 06paboTKM  WMHUMOEHTOB C
Mpuoputetamn 1 n 2, onpeaeneHHbix B cOOTBETCTBYIOLWEM CornalueHum o
nogaepxke SAP. MeHegxep SAP no nHumgeHTam HasHavyaeTcs B TedeHune 6
(wecTtun) Hepgenb nocne nognucaxna Jorosopa.

2.8.2. MeHeoxep SAP no uvHumMgeHTam obecneymBaeT: (i) MOHWUTOPUHI
ctatyca 006paboTkM WHUMAEHTa W npeanpuHMMaeMbiX OEeNCTBUA  Ans
vHumaeHToB ¢ [Mpuoputetamn 1 un 2; (ii) npegocTtaBneHne OTYETOB MO
TpeHaaMm, CBsI3aHHbIM C MHUMAeHTamu JluueH3anaTa BCEX MPUOPUTETOB B
BblOpaHHbIX cuctemax; (iii) npoBegeHMe ceaHCOB MO pacnpedeneHuo
NOMHOMOYMIA B paMKax Mpouecca ynpasBneHust uHuugeHTamu; (iv)
nepuoanyeckoe npoBeaeHVe AWCTaHLMOHHbIX CoBellaHui ¢ JnueHavaTom
no Bonpocam cTtaTtyca UHUMAEeHTOoB JlnueHsunara.

2.8.3 Kpome TOro, SAP HasHadaeT MeHegxepa MO peLleHnto KPUTUYECKNX

CUTyauMin ©3 4Ynucna COTPYAHWKOB cnyxObl nopdepxkn SAP  gns
OVCTaHLMOHHOIO  KOOPAMHMPOBaHUA paboT W/unM  oka3aHusi NomoLum
HasHa4yeHHOMy JluueH3naToM KOHTakTy no ynpaBneHutoo («KoHTakT

nuueHsnaTta») B OTHOLWEHUM uHumaeHToB [lMpuoputeta 1. MeHepxep no
peLleHNI0 KPUTUYECKNX CUTyauuii HasHavaeTcs npubnuantenbHo yepes 1
(oavH) 4yac nocne 3anpoca JlMueHanaTa, 3aAOKYMEHTMPOBAHHOTO B
nHungeHTe ¢ [puvopuTeTom 1. HasHayYeHHbIi MeHemXep MO PeLUeHUo
KpUTMYECKMX cuTyauui 6yaeT AoCTyneH Ana B3ammodencTsus ¢ KoHTakTom
nuueHsnaTa, noka He HaCTYMUT caMoe paHHee W3 criepytoLmx cobbITuii: (i)
paspelleHne unu BpeMeHHoe pelueHue uHuupeHta ¢ Mpuoputetom 1; (ii)
cHwkeHue [lpuoputeta 1 uwHuMpoeHTa o 6Gonmee Huskoro ypoBHS; (iii)
NPUHATME  CTOPOHaMW  COMMalleHWs O  MpeKkpaweHUn  MOSIHOMOYMIA
HasHaveHHoro nuua SAP.

2.8.4. OcHoBHble ycnyrn AIM npepocTaBnsloTCA WCKNIOYMTENbHO AN
KoMBuHauun unaeHTudmkaTopos cuctem (SID) m yctaHoBok JluueHsvaTa
n/vnu kombuHauui cepsuca SAP Cloud Service n ycTaHOBKW, yKka3aHHbIX B
MpunoxeHun c onvcaHvem obbema ycnyr SAP MaxAttention k [Jorosopy.
JNnuensnat moxet Bbibpate OcHoBHble ycryr AIM gna O6nayHbix ycnyr
SAP, yka3aHHbIX B SAP-HOoTe 2649568.

2.8.5. INnueHsnat MoxeT HasHauuTb A0 3 (Tpex) KBanuduUUMpOBaHHbIX
KOHTaKTHbIX NUL, BNagetoLwmx aHrnnncknum A3bikom («KoHTakTHble nuua AlM
JlvueHanatar»), u NpegocTaBnsieT KOHTaKTHble AaHHble (B YacTHOCTU, agpec
3NEKTPOHHON NOYTbl U HOMEep TenegoHa), N0 KOTOPbIM MOXHO CBA3aTbCS C
KoHTakTHbIM  nuyom  AIM  Jlvuensnata.  OcHoBHble  ycnyru  AIM
npenoCcTaBnstOTCS UCKNIOYUTENBHO Ha3HayYeHHbIM KOHTakTHbIM nuuam AlM
JInueHsnara.

2.8.6. B pamkax noarotoBku Kk npepoctaBneHnto OcCHOBHbIX ycnyr AlM
KoHTakTHble nuua AIM JluueHsnata n HasHadveHHbIi MeHemxkep SAP no
VMHUMOEHTaM COBMEeCTHO npoBogAaT 1 (04HO) nepBUYHOE YCTaHOBOYHOE
AVCTaHLUMOHHOE coBellaHune.

2.9. basoBas nopAgepXka WHHOBALMOHHbIX OU3Hec-peweHuin SAP
(«MNopnepxka IDP»). Moaaepxka IDP Bkniovaet B cebs ycrnyrn obpabotku
cooOLleHun, un3noxeHHole B [punoxennn 1, ana Bcex PyHKUMIA,
npenoctaensieMblx JluLeH3naty 1M nonyyYyaemMbiXx UM cornacHo [okymeHTam
obbema paspaboTtok AP Innovative Business Solutions no ycnosusim
HoroBopa wunu [oroBopoB 06 okasaHuu ycnyr (OOY), ykasaHHbIX B
OnwncaHum obbema ycnyr MaxAttention k [oroBopy («QOY unu Onucanus
obvema ycnyr MaxAttention ¢ npasom noaaepxku IDP»), 3a ncknioveHmem
nporpaMMHoro obecneveHus, K KOTOPOMY MPUMEHSIOTCS  OTAEeNbHble
cornawleHus o nogaepxke (KOTopble BKMOYalT, NOMUMO NPOYEro, ycnyru
SAP Enterprise Support no CONpoOBOXAEHWIO U NOAAEPXKKY MPOAYKTOB AN
KpYnHbIX npeanpusTuii SAP Product Support for Large Enterprises).

3. YnpaBneHue B3anmonencrBuem.

3.1. Kaxpas cTtopoHa HasHayaeT MeHeaxepa B3avmogenctesun. MeHemxep
B3aUMOOENCTBUIA CO CTOPOHbI SAP cTaHOBUTCA [NaBHbIM MeHemXepoM Mo
TEXHMYECKOMY KayecTBy. MeHedxep B3auMOAENCTBMA CO  CTOPOHbI
JlvueHsnata gomkeH BnageTb aHMMUACKMM $I3bIKOM M MMETb MOMHOMOYUS
npuHMMaTb HeobxoguMmble pelweHuss OoT  uMmeHu JluueHswata wnu
cofeficTBOBaTb MPUHSTUIO TakuX pelleHuid 6e3 HeonpaBaaHHbIX 3afepXKek.
Takme MeHepxepbl B3aumopencTBuii ByayT TecHO COTPyAHWYaTb Apyr C
Opyrom  Ans  agMMHUCTpupoBaHusi  ycrioBud  Cormawenus.  Ycnyru
MaxAttention, BbINONHsAEMble HasHadYeHHbIMW  cneuuanuctamm  SAP,
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3.2. In addition, the parties shall conduct regular executive meetings during
the term of MaxAttention Services (“Executive Meetings”). Such Executive
Meetings will occur no less than once per quarter at times and dates
mutually agreed to by the parties. The purpose of such Executive Meetings
is to review, discuss and mutually agree if further measures are required to
achieve the purposes of the MaxAttention Services based on the then
current MaxAttention Services status. Each meeting will include a status
report on progress in the key focus areas, including, but not limited to, the
following:

e An evaluation of progress under the MaxAttention Services
program compared to the agreed to key focus areas, KPI's and
the MaxAttention Services engagement plan

. Identification of risks and/or delays that may jeopardize the
performance of Licensee’s SAP Software solution including risk
mitigation recommendations

. Implementation of recommendations

. Discussion of open issues and any change requests from either
party

. Relevant details regarding project organization and planning

A meeting report will be prepared by SAP’s Engagement Manager and
forwarded to Licensee’s Engagement Manager for verification. In the event
Licensee’s Engagement Manager does not contest the report in writing
within thirty (30) working days of receiving such report by providing specific
report change requests, the report will be deemed confirmed by Licensee.
The parties shall cooperate in good faith to resolve any report change
requests and issue final versions for approval and acceptance.

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

3.4. The parties hereto agree that the cooperation of Licensee’s third-party
consulting partner(s) (“Licensee Partner”) is critical to the success of the
individual MaxAttention Service engagements. Licensee shall ensure that
such Licensee Partner will comply with Licensee’s responsibilities, this MSD
and any MaxAttention Services Scope Document to an Order Form and will
cooperate with SAP as reasonably requested by SAP in order for SAP to
fulfill its obligations under this MSD and any MaxAttention Services Scope
Document to an Order Form.

4, Licensee Requirements.

4.1. To receive MaxAttention Services under an Order Form, Licensee must:
(i) continue to pay all support fees (i.e.; Enterprise Support Fees, or Product
Support for Large Enterprises Fees) under the License Agreement; and (ii)
otherwise fulfill its obligations under the License Agreement, GTC, the Order
Form, and the MaxAttention Services Scope Document. Licensee shall have
installed, configured and be using an SAP Solution Manager Enterprise
Edition system in accordance with the Support Schedule, as SAP Solution
Manager Enterprise Edition is the service delivery platform for documenting
Top Issues, core business processes and critical system information.
Licensee shall provide remote connectivity and data access in accordance
with the Support Schedule.

KoopAaMHUpyeT MeHemxep B3aMMOAENCTBUI CO CTOPOHbI JTnueHsunara.

3.2. Kpome TOro, CTOpOHbl NPOBOAAT PErynsipHble COBELLaHWs Ha YpOBHE
pykoBOACTBa B TeyeHue nepuopga okasaHus Ycnyr  MaxAttention
(«CoBewwaHus»). Takve CoBelwaHusi MPOBOASITCA He pexe 4Yem pa3 B
KBapTan; gatbl U BpeMs WX MpoBedeHuss cormacyloTcss cTopoHamu. Llenb
CosellaHnm — paccMoTpeHue, obcyxaeHve " cornacoBaHue
[OMOMHUTENbHBLIX Mep, HeobxoanMbIx Ans 3 EKTMBHOrO okasaHus Ycnyr
MaxAttention, ucxoas wu3 Tekywero cratyca Takux ycnyr. Ha kaxagom
CoBellaHun Takxe paccMmaTpuvBaeTcs OTYET O XOA4e BbINOMHEHMs ycnyr B
OCHOBHbIX 06M1acTsiX, BKMYas cnegyoLime acnekTbl:

e OUEHKa Xxoda BbINOMHEHNA COOTBETCTBYHOLLEA Mporpammbl
npepgoctaBneHnss Ycnyr MaxAttention B conocTaBneHun c
COrnacoBaHHbIMW  akTyanbHbIMW  acrekTamu,  Kr4eBbIMU
nokasarensamv 3(deKTVBHOCTN U NfaHOM B3auMOAEWCTBUIA B
pamkax Ycnyr MaxAttention;

e  BbISIBNIEHWE PUCKOB W/WNW 3apepeK, NPEeACTaBnsAoWmMX yrposy
NpOU3BOAMTENBHOCTM nporpaMMHbIX peLueHui SAP
JnueHsmnata, BkNoYas pekoOMeHAaL UM MO CHWKEHWIO PUCKOB;

. peanusauus pekomeHgaummn SAP;

. obcyxaeHue akTyanbHbIX MpobrneM M MbbiX 3anpocoB Ha
N3MeHeHns1 OT 06enx CTOPOH;

. no,u,po6Ha9| MHdopMaLnsa, OTHOCALLAACS K opraHusauum wu
naaHMpoBaHMIO NpoekKTa.

OT4eTbl ANs coBelaHui rotoBATCA MeHegxepom B3aMMOLEWCTBUN CO
cTopoHbl SAP 1 HanpaBnsioTcs  Ha  yTBepxaeHue  MeHenxepy
B3aMMOAENCTBMA €O CTOPOHbl  JlnueHsnara. Ecnn MeHnenxep
B3aUMOLENCTBUIA CO CTOPOHBI JluLleH3naTa He OCnopwmI OTYET B MUCbMEHHON
cdopme, HarnpaBuB 3anpoCbl Ha KOHKPETHble W3MeHeHuss B TeyeHue 30
(TpnauaTtn) pabounx OHen nocne ero rnofyyYeHusi, otyeT Byager cumTaThbes
noaTBepXKAeHHbIM  JnueHsnatoM. CTopoHbl 06s3ytoTcs  [06pOCOBECTHO
COTpyOHUYaTb B PacCMOTPEHWM BCEX 3arMpOCOB Ha M3MEHEHWe oTyeTa U
NnoaroToBKE OKOHYaTENbHOW pefakumu, KoTopasi AofmkHa BbiTb yTBEpXAEHa
M NpUHSATa CTOPOHaMM.

3.3. YnpaBnenne SAP Cloud. Ecnu JluueHsnat nognucanca Ha SAP
Preferred Care, obnayHbin Bbinyck, u/umnu SAP Preferred Success,
obnayHbIf BbIMyCK, Ha nepuon AelcTBusi [loroBopoB O npeaocTaBrneHun
ycnyr SAP MaxAttention unu nognucku JlnueHsmata Ha SAP Preferred Care,
obnayHbin Bbinyck, w/unu SAP Preferred Success, obnauyHbii BbInNyck,
CreunanucTbl Mo CONPOBOXAEHUIO (B COOTBETCTBUM C ONpeaernieHne M aToro
TepMmuHa B [Nonutuke conpoBoxgeHus ans O6nadHbix ycnyr SAP) 6ygyT
BKIIOYEHbI B NpOLIECC yNpaBreHns B3aMmoaeicTBueM B pamkax OCHOBHbIX
ycnyr MaxAttention [Hanpumep, Ans yyactusi B CoBeLLaHWAX Ha YpOBHe
PYKOBOACTBA, KOOpAMHaUUM AEUCTBMI C Ha3HavyeHHbIMn MeHemkepamu no
B3auMOAEeNCTBUIO], ONucaHHbIV B pa3gene 3.

3.4. CTOpOHbI 4OrOBapuBalOTCA O TOM, YTO COTPYAHUYECTBO CO CTOPOHHUMM
napTHepamMmu-koHcynbTaHTamMu JluueHsmata («[MapTHepbl JlvueHsnaTta»)
ABNSAETCA KPUTUYECKN BAXKHBIM AN YCNeWwHOro B3auMogencTBnsa B pamkax
oTaeneHbIX Yenyr MaxAttention. JiueHsnat npyumeTt HeobxoauMble Mepbl C
uenbto obecneuntb cobniogeHve MaptHepom JlMueH3anaTa ob6s3aTenbCTB
JNnuensnarta, ycnoeun Hactosiwero Onucanus ycnyr MaxAttention n Bcex
MpunoxeHuit ¢ onucaHnem obbema ycnyr MaxAttention k [JoroBopam, a
Takxe rotoBHocTb lMapTHepa JlvueHsnata coTpyaHudate ¢ SAP B cnyyae
obocHoBaHHOro 3anpoca SAP 0 Takom COTpyAHMYecTBe B Lensx
BbIMONHeHns SAP cBoux o06si3aTenscTB, MpenycMOoTpeHHbIx OnucaHviem
ycnyr MaxAttention u [NpunoxeHusiMm cC onucaHuem obbema ycnyr
MaxAttention k [lorosopy.

4. Tpe6oBaHus k JiuueHsumarty.

4.1. Yenyrm MaxAttention, nepeuncneHHble B [loroBope, NpegocTaBnsioTCs
npu ycnosuu, 4Tto JluueHswat: (i) perynsipHO onnavvBaeT Bce YCnyru
nogaepxku (T. e. cToumocTb ycnyr Enterprise Support unm cToumocTb ycnyr
Product Support for Large Enterprises) no JlMueH3snMoHHOMY [OroBopy, a
Takke (i) BbIMONMHAET WHble 00s3atenbcTBa, NPeayCMOTPEHHble
JIvueH3anoHHbiM  goroBopomM,  O6wmmu  ycnoBuamu,  [OoroBopom
MpunoxeHvem c onucaHvem obbema ycnyr ActiveAttention. JluuyeHsumar
0653yeTcs yCTaHOBWUTb, HAaCTPOWUTb M Ucronb3oBaTb cuctemy SAP Solution
Manager Enterprise Edition B cootBeTcTBUM C [punoxeHnem o noaaepx ke,
Tak kak SAP Solution Manager Enterprise Edition siBnsietca nnatdopmoin
Onst OKasaHusi  ycnyr, MO3BOMsioWEeNn [OoKyMeHTMpoBaTb  KpuTuyHble
npo6nemMbl, OCHOBHblE BU3HEC-NPOLIECCHl U KPUTUHECKU BaXKHYIO CUCTEMHYHO
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5. General Provisions.

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

5.2. To ensure efficient communication, both parties agree that the language
for the delivery of MaxAttention Services will be English. Relevant
information related to the individual MaxAttention Services will be provided to
the SAP resources in English.

5.3. Licensee agrees and understands that the assigned SAP resources
(including the assigned Embedded Resources) may occasionally perform
MaxAttention Services activities hereunder from an SAP office.

5.4. The scope of MaxAttention Services offered by SAP may be changed
annually by SAP at any time upon ninety (90) days prior written notice to
reflect the continuing development of SAP Software and technical advances,
and provided such changes in the scope of MaxAttention Services are
applied to similarly situated SAP licensees subscribing to MaxAttention
Services in the Territory as defined in the applicable SAP License
Agreement. In the event SAP exercises its option to change the scope in
accordance with this Section 5.4, and such changes are not acceptable to
Licensee, Licensee is entitled to terminate the MaxAttention Services Scope
Document(s) to any Order Form(s) affected by such scope change(s) with
effect at the expiration of this ninety (90) day period. If Licensee does not
terminate within such period, the changes are deemed to be accepted by
Licensee.

5.5. Fees are subject to change once per calendar year upon 90 (ninety)
days prior written notice to Licensee. In the event SAP exercises its option to
change fees in accordance with the preceding sentence, and such changes
are not acceptable to Licensee, Licensee is entitled to terminate the
MaxAttention Services Scope Document(s) to any Order Form(s) affected by
such fee change with thirty (30) days’ written notice from Licensee’s receipt
of SAP’s notice of such fee change with effect to the end of the then current
calendar year in which such fee change notice is given. If Licensee does not
terminate within such period, the fee changes are deemed to be accepted by
Licensee.

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

VIHCbOpMaLI,VIlO. JlnueHsmnar 0693yeTCﬂ obecneunTb yoaneHHoe coeaunHeHue
1 OOCTYN K AaHHbIM B COOTBETCTBUU C I'Ipvlno»(eHmeM O nogfepxke.

5. O6wue nonoxeHus.

5.1. HasnauyeHHble CneunanucTbl cnyx6bl BCTPOEHHON NOAAEPXKKU MMeoT
npaBo Ha CTaHAAPTHLIA ANA UX JOIMKHOCTU €XErofHbl OTNYCK COrMacHoO MX
Tpyaosomy gorosopy ¢ SAP unun AdpdunnposaHHbiM nuom SAP.

5.2. CTopoHbl [fporoBapuBaldTcsa O TOM, 4TO B Uuensx 3ddeKkTuBHOM
KOMMYHMKaLun Bce obLieHne npu okazaHun Yenyr MaxAttention BegeTtcsa Ha
aHrnunckom asbike. MHdopmaumsa, Heobxoanmas Ons OkasaHus OTAENbHbIX
Ycnyr MaxAttention, JomkHa npenocTaBnATbecs cneunanuctam SAP Ha
AHIMNINCKOM Si3bIKe.

5.3. JluueHsmat noHMMaeT M NpuU3HaeT, YTO Ha3HavyeHHble cneunanucTbl
SAP (Bknioyas HasHayeHHblx CneumanuctoB Ccnyxbbl  BCTPOEHHOM
NOAAEPXKKN) MOTYT B OTAENbHbIX CNy4vasx okasbiBaTb Ycnyrn MaxAttention,
npegycMOTPEHHbIE HACTOSWMM AOKYMEHTOM, 13 oduca SAP.

5.4. TlpuHMmas BO BHUMaHME MOCTOsSIHHOE pa3BuTue [lporpamMmHoro
obecneyeHns SAP u TexHonorui B uenom, SAP MoxeT B nto6oe Bpems pa3s
B oA W3MEHWTb NpeasiokeHHbli obbem Ycnyr MaxAttention, Hanpasus
npegBaputenbHoe nucbMeHHoe yBegomneHve 3a 90 (oeBsAHOCTO) AHen A0
TaKOro M3MEHeHUs1, HO MpU YCITOBUM, YTO Takne naMeHeHusi B obbeme Ycnyr
MaxAttention npyMeHsitoTCs1 KO BCeM nuueHavatam SAP C aHanoruyHbim
MECTOMNOMNOXeHNeM, KOTopble 3akn4yunu fgoroBop 06 okasaHum Ycnyr
MaxAttention Ha Tepputopynm B COOTBETCTBUMM C OfpederneHnem B
npuMeHumomMm JlnueHsnoHHom pgorosope SAP. Ecnv SAP ucnomnb3syeT csBoe
npaBo U3MEHWUTb 06bemM B COOTBETCTBUM C HACTOSILLUMM MyHKTOM 5.4, HO
Takoe U3MeHeHue SBNseTcs HenpuemnembiM Ans JiueHsnarta, nocneaHun
BMpaBe OTKasaTbcs OT [JoroBopa B YacTu Ycnyr MaxAttention, 3aTpoHyTbIX
TakMM U3MeEHeHMeM, Npy 3TOM Takow 0Tka3 oT [JoroBopa BCTynaeT B Cuny no
ncTedeHun ykasaHHoro nepuopa B 90 (geBsHocTo) AHen. Ecnu JlnueHsumat
He OTkaxeTca oT [loroBopa B 4acTW 3TUX YCNyr B TEYEeHWe yKasaHHOro
nepuoaa, To Takme U3MEHEHUs CHUTaOTCA NPUHATBIMY JTnueHsnaTom.

5.5. LleHa ycnyr moxeT 6biTb M3MeHeHa B OAHOCTOPOHHEM MOpsiAKE OOWH
pa3 B KaneHgapHOM rogy ¢ npegsaputenbHbiM NMCbMEHHbIM YBEAOMMAEHNeM
INunuensnata 3a 90 (aeBsiHocTO) AHew. Ecnu SAP ucnonb3yeT cBoe NpaBo Ha
M3MEHEHWe LeHbl B COOTBETCTBUM C HACTOSALMM MYyHKTOM, HO Takoe
M3MeHeHMe okasbiBaeTcs HenpuemnemblM Ana JlvueHsvata, nocnegHun
BMpaBe OTkasaTbCsi OT [oroBopa B 4acTu okasaHus ycnyr MaxAttention,
3aTPOHYTbIX  M3MEHEHMeM LeHbl, HanpasuB B SAP nucbmeHHoe
yBefgomnieHve B TedeHue 30 (Tpuauatu) AHEN C MOMEHTa MONyyYeHus
yBegomrnennst SAP o Takom mameHeHun. OTka3 oT [loroBopa BcTynaeT B
CUNy MO OKOHYaHWM Tekyllero kaneHgapHoro loga, B KoTopom 6bino
oTnpaBneHo yBegomrieHne o6 wuameHeHun ueHbl. Ecnu JluueHsmnaT He
npekpatuT genctene [loroBopa B Te4eHWe yKa3aHHOro nepuoaa, UsMeHeHuns
pasmepa LieHbl cHUTaloTCs NPUHATBIMY JTnLeHsnaTom.

5.6. Oencteue Ycnyr MaxAttention npekpaliaetcss oAHOBPeMEHHO c: (i)
npekpawieHueMm no nobomy OCHOBaHWIO AEWCTBUS [OroBopa B 4actu
oKasaHusl ycrnyr nopaepxkku cornacHo [lpunoxeHnto o nopaepxke B
COOTBETCTBMM C JIMLEH3NOHHBIM fgoroBopom unu (i) ¢ nepexogom
JNnueHsnata, 3aknoumBluero goroBop o6 okasaHum ycnyr SAP Enterprise
Support unn SAP Product Support for Large Enterprises, Ha ycnyrn SAP
Standard Support.
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Exhibit 1
SAP Baseline Support for Innovative Business Solutions

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

1. Definitions:

1.1. “Base Software”: For the purposes of this Exhibit, the reference to “Base
Software” means the SAP Software upon which the installation and use of
the Features depends/operates. Base Software is not licensed under this
Exhibit and must be licensed separately.

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

1.3. “Features”: For the purposes of this Exhibit, the reference to “Features”
means the software or functionality and its documentation purchased from
SAP by Licensee under the IDP Support Eligible Scope Document(s) or
SOW(s) listed in Section 1 of a MaxAttention Services Scope Document to
an Order Form.

1.4. “Production System”: For the purposes of this Exhibit, the reference to
“Production System” means a live system on which the Features are
installed, that is used for normal business operations and where Licensee’s
data is recorded.

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

2. SAP Baseline Support for Innovative Business Solutions.

2.1. IDP Support provided under this Exhibit is limited to the Features
delivered to, and accepted by Licensee, under the IDP Support Eligible
Scope Document(s) or SOW(s) listed in a MaxAttention Services Scope
Document to an Order Form. IDP Support services support the functionality
of the Features with the releases of Base Software and in the information
technology (“IT”) environment as defined under the respective IDP Support
Eligible Scope Document(s) or SOW(s) and in its associated documentation.
IDP Support for those IDP Support Eligible Scope Document(s) or SOW(s)
where Licensee’s acceptance of the Features will occur during the
MaxAttention Services Term of a MaxAttention Services Scope Document to
an Order Form, shall commence as of the first day of the month following
Licensee’s execution of an amendment to the Order Form activating IDP
Support pursuant to Section 3 of a MaxAttention Services Scope Document
to an Order Form. All other SAP Software licensed by Licensee under the
License Agreement is explicitly excluded from the IDP Support services
provided under this Exhibit.

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

¢ Incident handling by SAP for problems related to the Features

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

Mpunoxexue (QononHeHue) 1
OcHoBHasl noaAepxXKa UHHOBAaLMOHHbIX GU3Hec-pelueHnin SAP

HacTosiwee [lononHeHwe perynupyeT okasaHue ycnyr ba3oBow nogaepxku
SAP [ns nHHOBaUMOHHbIX BusHec-peweHuin («Mopaepxka IDP») ana Bcex
®yHKUWI (B COOTBETCTBMM C ONpefesieHneM, NpMBEAEHHBIM HUXKE B pasaerne
1.3), 3a uCKM4YeHMeM nporpaMMHOro obGecneveHusi, K KOTOpoMy
NPUMEHSAIOTCH  OTAEMbHbIE COMMalleHUss O nopdepxke (BKMovaLlime,
nomumo npodero, ycnyru SAP Enterprise Support u SAP Product Support for
Large Enterprises).

1. OnpegeneHus:

1.1. «basoBoe nporpamMmHoe obecneyeHne»: B KOHTEKCTE HaCTOALLEero
HononHenusa TepmuH «ba3oBoe nporpammHoe obecneveHne» oO3Ha4aeT
MporpammHoe obGecneyeHne SAP, OT KOTOPOro 3aBUCUT W Ha OCHOBE

KOTOPOTO  OCYLLECTBMSIETCA yCTaHOBKA W WUCMOMb3oBaHue  DYyHKUWIA.
HacToswee [ononHeHne He npedocTaBnsieT npaBa WCMOMb30BaHUA
(nMvueHsun) Ha bBasosBoe nporpammHoe ofecneuyeHve, Takve npasa

ncnonb3oBaHUA (J'IVILI,eH3I/II/1) anoGpeTamTcn OTAENbHO.

1.2. «To4ka KOHTaKTa C KIMEHTOM»: B KOHTEKCTe HacTosLero [lononHeHus
TepMuUH «Touka KOHTaKTa C KIWEHTOM» O3HayaeT CepTUULMPOBAHHbIN
LleHTp oakcnepTusbl knueHTa («U3K») wnm pabotHukoB JluueHsmara,
YMONHOMOYEHHbIX 3anpawusaTb [Mogaepxky IDP. ®yHkumoHmpoBaHue LIOK
perynmpyeTcs COOTBETCTBYIOLMMUN YCroBusamu MpunoxeHus o nogaepxke.
B cnydyae otcytctBus LIOK JnueHsmart 0653yeTcs nucbMeHHO NoaTBeEpPAUTh
Ha3HayYeHne paboTHMKOB U3 YMCa CBOEro NepcoHana, KoTopbiM 6yayT AaHbl
nonHomouus 3anpawwvsaTte Mogaepxky IDP.

1.3. «DyHKLMM»: B KOHTEKCTe HacTosiLero MpunoxeHnsa TepMUH «PyHKLAN»
O3HayaeT nporpaMmHoe obecrneyeHne unu OYHKLMOHaNbHYI BO3MOXHOCTb
1 COOTBETCTBYIOLLYIO AOKyMeHTauuo, npuobpeTerHble NuueHanatom y SAP
no ycnosusam OnwucaHusi(uit) obbema ycnyr wnu [Jorosopa(oB) ¢ npasoMm
nopaepxku IDP, nepeuncneHHbix B pasgene 1 npunaraemoro k [JoroBopy
OnucaHnsa obbema ycnyr MaxAttention.

1.4. «[poaoykTuBHas cuctema»: B KOHTEKCTe HacTosiwero [ononHeHus
TepMuH «[poayKTUBHaa cucTema» o3HavaeT AEeNCTBYIOLLYK CUCTeMy Ansi
ycTaHoBkM ®DyHKUWMIA, KOTOpas wucnonb3yetcsa pAna  0b6blYHbIX OGusHec-
onepauuin 1 B KOTOPYIO 3aNnCbIBalOTCA AaHHble JluueHsunara.

1.5. «[porpammHoe obecneyeHne SAP»: B KOHTEKCTE HacTosiLero
HononHeHuss TepmuH «MNporpammHoe obecneyeHne SAP» o3HayaeT Bce

nporpamMmHoe obecrnevyeHne, Ha koTopoe JluueHsmat npuobpeTaeT
nuueHsnn y SAP no JIMueH3noHHoOMyY JOroBopy.
2. BasoBas noaaepxka MHHOBaLMOHHbLIX GU3Hec-pewweHun SAP.

2.1. TNopnepxka IDP npepoctaBnaeTca B pamkax AaHHoro [JononHeHus
VCKMIOYNUTENBHO B  OTHOWEHUN DYHKUMIA, MONYYEHHbIX W  MNPUHSATBIX
Jlvuensnatom cornacHo forosopy(am) nnu OnucaHuio(am) obbema ycnyr ¢
npasom nopaepxku IDP, nepeuncneHHbiM B npunaraemom k [orosopy
OnncaHnm obbema ycnyr MaxAttention.  Ycnyrn [Mopgepxku IDP
pacnpocTpaHsaoTca Ha PyHKUMM C BblNyckaMu ba3oBoro nporpamMMHoOro
obecnevyeHns u B cpede WHAPOPMAUMOHHBIX  TexHomorun  («AT»),
onpegerneHHon B cooteeTcTByOWmMX OY unn OnucaHusx obbema ycnyr ¢
npasom nogaepxku IDP 1 B cBSA3aHHOM C HUMW AOKYMeHTauuu. Mopgaepxka
IDP B oTHoweHun [oroBopoB unu Onucauusi obbema ycnyr ¢ npaBoM
nogaepxku IDP, B koTopbix npueM PyHKUMIA JInueH3naTomM OCyLLeCTBNSAETCs
B TeyeHne Cpoka okasaHua ycnyr MaxAttention wn3 [Npunoxenns c
onucaHnem obbema ycnyr MaxAttention k [JoroBopy, HauMHaeTcs B NepBbii
OeHb Mecsua, cregyolero 3a mecsuem, B KOTOpoM JlnueHanaT npuHan
COOTBETCTBYHOLLEE nonoxeHve Horosopa, npegycMmaTpuBaroLlee
Mopnepxky IDP B cooTBeTCTBUM C nonoxeHusimu Pasgena 3 MpunoxeHusi ¢
onucaHneMm obbema ycnyr MaxAttention k [oroBopy. Bce octanbHoe
MporpammHoe obecneyeHne SAP, npuobpeTtaemoe JluueHanatom no
JIMueH3noHHOMY cornalleHuno, MpsiMO  MUCKMovaeTca u3 obbema ycnyr
Mopaepxkn IDP, npeaycMOTpeHHOro HacTosAWwMM [JononHeHeMm.

2.2. Moppepxka IDP okasbiBaeTcss BO Bpemsi paboTbl ocduca nogaepxku
IDP n BkntovaeT B cebs cnegyollee:

e 00paboTKy WHUMOEHTOB, Hanpaensembix B SAP B CBS3M C
npo6neMamu B OyHKUUSAX;

e KOPPEKTUPOBKM KOAa WnM  UCMpaBlieHust  (Takue,  Kak
M3MEHEHHbIE NPOrpaMMbl, He BOCMPOM3BOASLLNE 3asiBNIEHHbIE
OLWMBKM), 06XOAHbIE pPeLUEeHUst NN NNaHbl AeUCTBUN;
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e Support packages for Features - correction packages to reduce
the effort of implementing single corrections or changes to
existing functionality. This is not applicable in cases where the
Features are or have been developed on Licensee’s non-
Production System.

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

e Setup and management of the Licensee's incident component
and associated incident queue(s)

e Manage SAP Innovative Business Solutions internal support
team assigned to provide IDP Support hereunder

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

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

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

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

3.1. Fulffill its obligations under this Exhibit, the Order Form and the
Agreement.

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

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

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

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

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

3.7. Licensee may be required to upgrade to more recent versions of its

e nakeTbl nopgAepxkkn Ana PyHKUMA — nakeTbl MCrpaBneHun,
6narogaps koTopbiM obneryaeTca BHeApeHWe eAMHWUYHbIX
KOPPEKTMPOBOK unu N3MEHEHNI CyLecTBYyOLLEero
dyHKUMOHana. J3TOT NyHKT HENpUMEHUM B Crny4yae, ecnu
PyHKLMM pa3paboTaHbl unu pa3spabartbiBatoTCs B
HenpoayKTUBHOM cucteme JlvueHaunara.

2.3. Ona B3aumopencTBus C JIMUeH3nMaToM NO TeKyllMm Bompocam u
BonpocaMm, cBsidaHHbIM C [logaepxkon IDP, SAP Ha3Ha4yaeT KOHTaKTHOe
nMuo u3 uucna COTPYAHMKOB opraHusauum SAP Innovative Business
Solutions («MeHepxep no nogaepxke IDP»). MeHemxep no nopaepxke IDP
OyneTr oTBevaTb 32 BbINOMHEHWE CredylowWmMX 3adadv, OTHOCALUMXCA K
Moppepxke IDP anst ®yHKUMiA:

e YCTaHOBKA W ynpaBneHne KOMMOHEHTOM OTMPaBKWN UHLMLEHTOB
JlnueHsmaTa 1 CooTBETCTBYHOLLMMU O4epeasMU UHLUAEHTOB;

e yrpaBneHve BHyTPEHHeN cry60in noaaepkkM MHHOBaLMOHHBLIX
6u13Hec-peLleHnn, Ha3HaYeHHoW ans okasaHust Moaaepxku IDP
B COOTBETCTBUW C HAacTosALWMUM CornalleHnem;

e nogaepkka MeHemkepa MO TEXHUYECKOMY KayecTBy B
BOMpOCax COrnacoBaHUsi U BKITIOYEHNS COOTBETCTBYHOLLMX Yenyr
MaxAttention, oTHocawmxca Kk [loggepxke IDP, B [lnaH
noadepxkv 1 B3aumoaencTemi B pamkax ycnyr MaxAttention;

e nogaepxka MeHe,cpKepa no TexHu4eCKoMy KayeCtesy B
Bonpocax cornacosaHusa nHOnMBUAOYyanbHbIX CepBUCOB,
npeanocraBndaeMbIX Ha ypoBHE npoekTa ana YCnyr

MaxAttention, oTHocswmxcs k Mogaepxke IDP, koTopble Gbinn
BKMoYeHbl B naH nogdepXkn M B3aMMOLEWCTBMN B pamkax
Yenyr MaxAttention;

e y4yacTtue B Co6paH|/|;|x Ha pyKkoBoAdLlleM ypOBHE, CBA3AHHbLIX C

Moppepxkon IDP  (Hanpumep, oOT4eTbl 006  MHUMOEHTax
IlvueHsnata, npegoctaBneHve crTaTtyca MOCTaBOK  Ycnyr
MaxAttention, cBsizaHHbIx ¢ Nogaepxkon IDP).

3. MpenBaputenbHbie Tpe6oBaHua ana JluueHsmaTta. B uensax

nonyyenus ycnyr Mopaepxku IDP B nopsiake, U3NOXeHHOM B HacTosiLLEM
[LononHeHuu, NuueHsnaTt AomkeH BbINOMHUTL creayowme TpeboBaHus:

3.1. WcnonHaTb cBou 06GsA3aTenbcTBa, MNpegyCMOTPEHHbIe  HAaCTOSLWUM
HononHeHuem, [Jorosopom n CornatieHvem.

3.2. Mepenasatb BCe MHUMAEHTbI B SAP Ha aHrmuMncKoOM s3blke Yepes
OENCTBYIOLLYIO Ha MOMEHT OTNpaBkU  WHMPACTPYKTYpy NOAOEPXKKM,
npegoctaensiemMyto JlvueHsuarty cornacHo [MpunoxeHuio O noggepxke, C
MCMONb30BaHWEM  KOMMOHEHTa  OTNpaBkM  WHUWAOEHTOB, MUCbMEHHO
ykazaHHOro SAP npu npuemke cooTBETCTBYIOLWMX PyHKUMA. HasHayveHue
VMHUMaeHTa, KacatoLleroca OyHKUUA, He TOMY KOMMOHEHTY MOXET OTCPOYNUTb
otBeT SAP Ha TO Bpewms, KoTopoe notpebyetca SAP aonsa onpegenexHus u
nepeHasHavyeHus vHuupgeHTa. JluueHsanat noHMmaeT u npusHaeT, 4to SAP
06bI4HO MPUXOAUTCA NEPeBOAUTb BCE WHUWMAEHTbI, MOCTynawlimMe He Ha
aHrMMIACKOM A3blKe, NPeXae YeM HadMHaTb Mx 06paboTKy, YTO yBenunynBaet
Bpemsi, Heobxoaumoe Ha 06paboTKy TakMX MHLUOEHTOB.

3.3. JlMueHsmat gomKkeH onucaTh, Kak NposiBNSETCA UHUMOEHT; B HEKOTOPbIX
cryyasix eMmy, BO3MOXHO, MNPUAETCS MNPOAEMOHCTPUPOBATb  MHLUWOEHT.
JNnueHsuat o6ssyeTca okasbiBaTb SAP mMomollb B aHanuse vHUMAeHTa u
copencTeme B npegocTasneHumn yenyr Mogaepxku IDP, npu HeoGxoanuMocT
BbIAENsAA AN 3TUX Lienei CBOMX COTPYLHVKOB.

3.4. JlvueHsmat obsidyeTcst knaccuuuupoBaTb Kaxabll WHUMOEHT B
PYHKUMSAX WM COOTBETCTBYIOLLEN [OKYMeHTauun cornacHo SAP-HoTe
67739.

3.5. JlMueHsamatr ob6s3yetcsas npepgoctaButb SAP  gocTyn kO BCeM
OOKYMEHTaM, WMEKLUMM OTHOWeHMe K JobblM  M3MEHEHMSIM UK
ynyyleHuam  (TakmMm, kak  Mogudpmkauum  unu  [JononHuTenbHbIE

KOMMOHEHTbI), Mpon3BedeHHbIM JueHanaTom unm no ero npocbbe, koTopble
MOryT MNOMOYb B aHanuse wuHuupgeHTa. JlMueHamatr Takke o6sa3yeTtcs
OOMKHBbIM 006pa3oM BECTUM y4yeT TakMx M3MEHEHWUA W YNyyleHWA u npu
HeobxoauMocTu npefocTaBnaTb SAP OCTyn K TakuM matepuanam.

3.6. JlnueHsmnaT 065a3yeTca BHeApATb BCe UCMpaBneHns koaa, NporpaMmMHbIe

BCTaBkM, 0OOXOOHble  pelleHusl, nakeTbl nogaepkks w  T. A,
npegoctaensiemble SAP  ana  ®PyHKUMM MO  YCNOBUSIM  HACTOSLLEro
[ononHeHus.

3.7. Ona nonydenus ycnyr lMoggepxku IDP JlueHsmaty moxeT ObiTb
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operating systems and databases to receive IDP Support services.

4. Changes to Licensee Information; Audit. Licensee undertakes to
inform SAP without undue delay of any changes to Licensee’s installations of
Features and all other information relevant to the use of the Features. To
check compliance with the terms of this Exhibit, SAP shall be entitled to
periodically monitor the correctness of the information Licensee provided.

5. Additional Terms and Conditions.

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

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

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

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

5.5 Fee(s) are subject to change: a) in the case of fixed fee IDP Support
Eligible Scope Document(s) or SOW(s) for the development of Features
receiving IDP Support hereunder, to reflect changes in the development fees
for the Features receiving IDP Support under the applicable IDP Support
Eligible Scope Document(s) or SOW(s); or b) in the case of time and
materials IDP Support Eligible Scope Document(s) or SOW(s) for the
development of Features receiving IDP Support hereunder, to reflect a
revised calculation of the Fee based on the total development fees (including
travel and expenses) paid by Licensee to SAP for the Features receiving IDP
Support under the applicable IDP Support Eligible Scope Document(s) or
SOW(s) during the term of the applicable IDP Support Eligible Scope
Document(s) or SOW(s).

npeanoxeHo 0B6HOBUTL CBOU onepaunoHHble CUCTEeMbl U 6a3bl AaHHbIX A0
CaMbIX nocnegHnx Bepcvu7|.

4, U3meHeHnss B _uHcopmaumn JlnueHsmarta. AyauT. JlnueHsumat
0653yeTcs HesameanuTensHo nHgopmupoatbe SAP 060 BCex M3MEHEHMsIX,
CBsI3aHHbIX C ycTaHoBKOM PyHKUMIA, a Takxke NpenocTaBnsATh Nobble apyrue
CcBefeHus, kacawwmecs ncnonb3oBaHus PyHKUMA. B uensax koHTpons 3a
cobniogeHnem  ycrnoBui  Hactosiwero  [lononHenuss  SAP  BnpaBe
nepuoanveckn NpoBepsiTb AOCTOBEPHOCTb NpeaocTaBneHHoW JnueHanaTom
MHOpMaLUN.

5. OdononHuTenbHbIE YCNOBUA U NOMOXEHUSA.

5.1. MNMpepycmoTpeHHas HacToswwmm pokymeHToMm lopgaepxka IDP 6yaet
OKa3sblBaTbCA NPUMEHUTENBHO K HENPOAYKTMBHOM cucteme JlnueHsnara, ans
koTopon JlnueHsunaty Obinm npegoctaBneHbl PyHKLUKM NO COOTBETCTBYOLLMM
HoroBopam unu OnuncaHusim obbema ycnyr ¢ npaBom noaaepxku IDP. Mpu
HanuyMu pasyMHbIX OCHOBaHWA W C Y4eTOM BCeX MpeaBapuTenbHbIX
TpeboBaHu, NpegyCMOTPEHHbIX HacToswum [ononHeHuem, JlnueHsumar
BnpaBse 3anpocutb ycnyru Mogaepxku IDP ansa ewe ogHOW HENPOAYKTUBHOM
cuctembl JlueHsunata, a SAP BnpaBe BbIMONHUTBL Takon 3anpoc. Hesaupasi
Ha BbllWen3noxeHHoe, JiMLueH3naT HeceT MOMHyl OTBETCTBEHHOCTb 3a
npumeHeHve npegoctasneHHon lMogaepxku IDP k csoum [MpoayKTUBHBLIM
cuctemam.

5.2. SAP He Oyper okasbiBaTb [logaepxky IDP pagns nporpammHoro
obecneveHns TpeTbMx nwvu, npepoctaensemoro SAP JluueHsamaty no
cooTBeTcTBYlOWMM [loroBopy(am) unu Onucanuio(am) obbema ycnyr c
npasom noggdepxkn IDP, ecnn WHOe He cornacoBaHoO CTOpPoOHaMu B
NUCbMEHHON hopMme.

5.3. Mogaepxka IDP NpeaocTaBnseTcs UCKYMTENbHO Ans TOYKU KOHTaKTa
C KIMEHTOM, KOoTopas AOoIHKHa MOAAEPXKMNBAaTL KKy YCTaHOBKY DYHKLMNA,
0XBaTblBAEMbIX HACTOSALLMM [JOMOMHEHNEM.

5.4. MNoppepxka IDP aBTOMaTU4yeckn npekpalwaeTca OAHOBPEMEHHO C
npekpawieHmem OCHOBHOroO wunu PaclmpeHHOro conpoBOXAeHUs (Npu
HanmMyum y JlnueHsnaTta noanuckn Ha PaclmnpeHHoe
obcnyxmBaHme/conpoBoXaeHne) ona BasoBsoro nporpaMmMHoOro
obecneyeHns B COOTBETCTBUM C YCINOBUSIMU, ONpeaerieHHbIMU B cTpaTerum
penu3oB SAP Ha BeG-cTpaHuLe www.support.sap.com/releasestrategy.

5.5. CymMmbl BO3HarpaxpeHui noanexar W3MEHEHWI0 B  CreayloLwmx
cnyyasx: a) (ecnu Oorosop(bl) unu OnucaHue(s) obbema ycnyr ¢ npaBoM
nogaepxkn IDP Ha paspabotky ®PyHKUMA C nNpepocTaBneHnemM logaepxkm
IDP B COOTBETCTBMM C YCMOBUAMMU HACTOSILLEro AOKYMEHTa 3aKroveHbl Ha
yCrnoBUsiX (PUKCMPOBAHHOW LieHbl) ANS OTPaXeHWUs M3MEHEHWW B LieHe 3a
pa3paboTky PyHKLMIA, B OTHOLLEHUN KOTOPbIX Oka3sbiBaeTcs Moaaepxka IDP
no Takum [oroBopam unu OnucaHusim obbema ycnyr; unu 6) (ecnu
HoroBop(bl) unu OnucaHusi obbema ycnyr ¢ npaBoM nogaepxku IDP Ha
paspaboTky ®yHkuui ¢ npegocTaBneHvem MNogaepxkn IDP B cooTBETCTBUM
C YCNOBUAMW HAaCTOALLEro AOKYMEHTa 3aKfioYeHbl Ha YCMoBUAX LieHbl Mo
TANY BpeMs W Matepuanbl) AN OTPaXeHUs U3MEHeHW B pacyeTe CyMMbl
BosHarpaxaeHus Ha ocHoBe 0bLLel CyMMbl BO3HarpaxaeHui 3a paspaboTky
(Bknovyasi onnaTy npoe3fa W pacxodoB), ynnadeHHow JivuueHanaTom B
nonb3dy SAP 3a [Nogaepxky IDP gna ®yHKUMIA, OKasbiBaemyto COrnacHo
cooTBeTCTBytOLWMM [loroBopam unu OnucaHmsam obbema ycnyr B Te4eHne nx
CPOKOB AeNCTBYUS.
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