SAP ActiveAttention for on-premises solutions Service Description (“ASD”)
SAP ActiveAttention for on—premises solutions P —EZRDNEHHEA ( TASD] )

SAP ActiveAttention for on-premises solutions may provide professional expertise onsite and/or remotely to assist
Customer in ActiveAttention engagement planning, governance, analysis and identification of potential business
improvement, and advisory on potential architecture transformation driving continuous business improvement within
Customer’s lines of business and/or to assist Customer in the handling of orchestration and operations of Customer’s
SAP on-premises solutions landscape, supporting transformation, implementation, upgrade, and operations projects.
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The capitalized terms referred to and not defined herein will have the same meaning as they are defined in the
Agreement.

FEIMO X OMHFETI O ASD IZBWTERINTW AW OIX, TREN) BT 2EREFRALEREET D,

1. DEFINITIONS
L. EE
1.1. “Calendar Quarter” means the three-month period ending on March 31, June 30, September 30, and

December 31 respectively of any given calendar year.

1. 1. MEEIOMEHA | Lk, 5L d%0 3 A 31 H, 6 A 30 H, 9 A 30 HERW 12 A 31 HIZZEREhi#&
TI5 3 BAREWS,

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

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

1. 3. DEEEERE] &3, MYEESEFEHICCHEGE LG ERE, AMENOEME ETOFE] 6 K
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1.4. “Production System” means a live SAP system used for running Customer’s internal business operations
and where Customer’s data is recorded.

1.4, (BB AT A LI, BEOMMBNEGZFZMT 27-DIEHINIBE D SAP VAT AL ThHo
T, BEOT —Z BRI ND VAT LBV,

1.5. “Support Schedule” means the schedule to the License Agreement for SAP support (i.e., SAP Standard

Support, SAP Enterprise Support or SAP Product Support for Large Enterprises) that is in force for the
Software licensed under the License Agreement.
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1. 5.

1.6.

1.6.

2.1.
2. 1.
2.11.

2.1. 1.

2.1. 2.
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HEND Y7 bo=7 1 I LTHERZ SAP oY R—b+ (+722b5, SAP Standard Support, SAP
Enterprise Support X% SAP Product Support for Large Enterprises) FDBIFEZ S,

“Top-Issue” means issues and/or failures identified and prioritized jointly by SAP and Customer in
accordance with SAP standards which:

[ELEEEMEE] &%, SAP ROVEZEN SAP OREHE|ZHE- TR TRE L, BENICKHLT AL FoWnh
MOFFEL Y/ XIEEEZ N,

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

a) ABBHIS AT L0 TABRME)) ([CXEE2STET L0,

b) have a significant business impact on a Production System.
b)  TARBEY AT L) [CEKBRE VAR EOFEEKITTH O,
SAP ACTIVEATTENTION SERVICES

SAP ACTIVEATTENTION #—E X

SAP delivers only the SAP ActiveAttention Services (“ActiveAttention Services”) specified in an SAP
ActiveAttention for on-premises solutions Scope Document to an Order Form referencing this ASD. SAP
ActiveAttention Services consist of the following components.

SAP X, Z® ASD #&MR4 5 [E3CE] 1T%d 5 [SAP ActiveAttention for on-premises solutions O
A a—7IZT 5 30E] ICHFEE &N TSAP ActiveAttention $—E A  (LLF lActiveAttention ¥ —FE
2| ) OLERUET S, [SAP ActiveAttention ¥ —E X (I, IROBEHETHEK INS,

SAP Embedded Services
SAP Embedded #—E X

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

SAP %, [y ([2x9 % [SAP ActiveAttention for on-premises solutions DA — 7|24 5L
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ENHA I A RF—AIZLD . [SAP Embedded ¥—t 2] #2325, %434 [Embedded #—E R (L,
[A3C3E ] 12%9 % [SAP ActiveAttention for on—premises solutions O A a— 2RI A CE:] IZHE
4% TlActiveAttention ¥—Y AWM, . Wi (UAF THIRE] ) Z& @ Embedded U Y —AE[YTHEIC
DX, AEEERME) NCBEEOEFT CRIMEN 2 (LT (Embedded ¥V Y —RADEY Ty ) .
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Depending on the role, the activities of the assigned Embedded Resource(s) will comprise one or any
combination of the following areas to the extent applicable as mutually agreed to by the parties:

W5 IR U T, Bjd Sz [Embedded U Y — A IC X B1E¥EIL. MY HEOMHEOAEICHENZ YT HH
AT, ROEIHD 5 H 1 DNUTZNS DMAEDENO D,
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2.1.2.1. SAP Foundation Technical Quality Manager (“FTQM”) activities:

2.1.2. 1.
a)
a)
b)
b)

e)

SAP Foundation 727 =H W27 A VT 4~x— % — (LT TFTQM] ) Oi5H)
Understand Customer’s SAP Software solution and business processes
JZED SAP [V 7 v =T V] Ja—tary RV RAT o 2EHET 5,
Provide advice, guidance, and assistance in the following areas:
WDOGBIZHOWTIE, 58, ROSHREEIERIT 2,
Technical risk management/program management of complex Customer Software implementation,
upgrade, and transformation projects
BED Y7 o7 ) OBMREE Ty 77—, KOERT Y =7 MCET L, Bl L
DYRIER/ T T AT F—T A
SAP release & upgrade strategy that is aligned with Customer’s information technology (IT) strategy
BB OEHBAN (IT) ¥ERZIZIN 72, SAP DU U —2Z KT v 727 L— REgE
Identification of areas for potential reduction in Customer’s total cost of operations and potential for
the optimization (i.e., continuous improvement) of Customer’s SAP Software
R ORER 2 A N OERIEIGER, R OEEO SAP [V 7 b7 Ol (37b bkt
HIE) O AIREME D RFE
Provide transparency for focus area progress including status reporting of jointly agreed key performance
indicators (“KPls”)
MHHEICAE SN FEFELE KPD ORXT7T—Z 2WEEET, EaoHOESRIICEET 2 ZMH®
DFEHL
Develop and maintain mutually agreed Customer-specific ActiveAttention Services engagement plans
MECRE SN, BEEAD TActiveAttention Vr—ERA] =7 —U A FEHE[ORE & HEFFEH
Facilitate the performance of the ActiveAttention Services engagement plan including the coordination of
individual service deliveries and SAP resource staffing
lActiveAttention H—E R | 7 —U A FEFEOERMMOHELE (% DY — & 2 FEHi T SAP D
VY — AR EORE A E L)

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

2.1.2.2.

a)
a)

SAP TV = ANIF YT 4 vx—Yr— ([TQM] ) DOIEH) :
Provide advice, guidance, and assistance with agreed to focus areas:
BEINZELADHICHE, BHEAOEZ RIS 5,

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

SAP B AR— O, BEOYR— T akARY SAP YR— MY —LOfH (SAP /— T
A& b, SAP Notes Miz&. N SAP Solution Manager Enterprise Edition)

Integrated end-to-end application lifecycle management
MaEShicoy R =2 RT TV r—va DT 4 7% A 7 VER
Integration validation of complex Customer solutions

B DB Y V) 2 — 3 v OFEARGEE

Operate the SAP solution more efficiently

SAP DY Y a— 3 Ok VRN

Solution availability management, monitoring, and performance
YUa—va O iEEE, BEREROART F—< R
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2.1.3.

2.2.
2. 2.
2.21.

2.2. 1.

2.2.2.

2.2.2.

2.2.3.

o Risk mitigation plan(s) for critical maintenance issues

. BEARRRSFREICE T2V R 78T 7 v
° Incident reduction and/or avoidance
. A VT N ORI OY AR

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

b) 2@ ASD IZEE-S5< TSAP Expert $—E R | OFEMOFERIZL D SAP OHREFEK VT 75 7T
D, BFEIT L D ERIRDLO BB

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

c) BEOTOT ) hvX—T AL MLAULIZEBIT D, EFRZRERE RO R 7 i O EE

d) Assist Customer in coordinating, tracking, and reporting SAP technical risk mitigation and Top-Issues

d)  SAP DEAMTRY Y X 7 RN O TR EERE] ([CBE 2, B ORGSR D% DOk

e) Manage quality gates for selected focus area projects

e) TRSNI-EASHE T 0Vl MIOWTOIZF VT 45— hOER

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

F TP [SAP Embedded H—t R (I, BED (o F—DRA 0 b3 —V%— ] ICX VBN TDON
%, [ISAP Embedded H—ER] ORa—7OEHE L, FANIWEFENEFGICLIVEEIZEET LI LI
LoTITFo 2N TE%, [SAP Embedded ¥r—E 2| ITXfTAHMLMWAET L, WhAR5LEESE.  [SAP
Embedded Hr—E 2] IZBI9 5 b DICRE v, MOFEFHD SAP H— A ITEHI L 720,

SAP Expert Services
SAP Expert #—E X

SAP may provide (“SAP Expert Services”) during Normal Business Hours (unless otherwise agreed to in
writing by the parties in advance) as may be determined by SAP and Customer in the agreed to ActiveAttention
Services engagement plan, for the quota of SAP Expert Services days per Period during the ActiveAttention
Services Term specified in the SAP ActiveAttention for on-premises solutions Scope Document to an Order
Form (“Expert Services Quota”).

SAP X, AE &N/ TActiveAttention H—E R ] DT A —U AL FEHET SAP CRERICEIVIREESN
5 Tl E R B FRNCTYFEICL2E@mCOREORERD DGR LIRS &, THECE) oxf
4% [SAP ActiveAttention for on—premises solutions DA —FICRT 2 XE ] IZHESINT
[ActiveAttention W —tE AR . (IR Z& @ [SAP Expert W —tv 2] AEOE YT (LLF
lExpert P —EREHT] ) IZOWT, [SAP Expert ¥ —E R | ZRMT 556506 2,

Within the Expert Services Quota, Customer will be entitled to choose any standard service from SAP’s then

current portfolio of SAP Expert Services for on-premises solutions. A listing of SAP’s current SAP Expert
Services for on-premises solutions is available at www.sap.com/activeattention-service-list.

[Expert W —bE REYCT) OHEPHN T, BEEIL. SAP OZ DI ETHEhZ: SAP Expert Services for on—
premises solutions DAR— K7+ U AND, EHEOY —ERZENT L ENTE S, SAP OEIEDA
TVLIAYY 2— g M) [SAP Expert $—E R ] O—%(L, www. sap. com/activeattention—service—
list IZHlENL TV D,

To schedule SAP Expert Services, Customer shall contact the FTQM assigned or designated Embedded
Resource. SAP requires a minimum lead-time of 5 weeks for scheduling SAP Expert Service delivery requests.
If reasonably possible for SAP, SAP Expert Services may also be scheduled based on short-term needs and
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2.2.3.

2.24.

2.2.4.

2.3.
2. 3.

2.3.1.

2.3.

1.

according to arising project requirements. SAP will calculate the estimated days for a requested SAP Expert
Service based on Customer’s information and requirements. This estimate will include preparation and post
processing activities. The days used for an SAP Expert Service will be deducted from the Expert Services
Quota, where applicable. No time will be deducted from the Expert Services Quota for travel time. If Customer
postpones or cancels any already requested SAP Expert Service less than 3 weeks before the start date of
the SAP Expert Service, SAP may deduct already rendered days from Customer’s Expert Services Quota.

[SAP Expert H—ER] ORF T a—LERETH-OIC, BERIL. KBS FTM UIEEShi-
[Embedded U Y — A | 10T D H DL F 5, SAP 1%, [SAP Expert H—bE 2| OBELEFHFICR LT, A
T a—VERETDHOIL, ety 5 BEOU—R¥A LEET B, SAP IZ& > CTHIAMNREMT
TREZR AT, [SAP Expert ¥ —ERX| DA T2 —RET, BHOo=—X 3%, AELTWDL TS
0y NEFIHESTITH)I ZEHTE D, SAP T, BROBERLAOCEMHICHKSE, B sz [SAP
Expert —bER| [CETAHHEAFEZRN T LD LTS, ZOHETICIE, B NG OEEELE D
BHHDLT 5, [SAP Expert Y—V R | IZEHEINZHEIL, %4 T 58481, [Expert Y —E REY
T HELIIMPND, HEMBICOWTIE, [Expert ¥y —EREIET] »HIEELIIMARVED &
5, BRENT CICEGEEAD [SAP Expert ¥ — VB R | ZIEHISUTMAI L, ZD [SAP Expert ¥ —EZX] @
Bt R £ TOHED 3 HEARM TH DG, SAP IX, BEOD [Expert h—ERFE T b, T TITEE
BHORBEEZLSIK ZENTE D,

Customer shall define a project team and make sure that the relevant contact people are available for the
duration of the individual SAP Expert Service deliveries. Such Customer project teams should be staffed with
Customer’s IT Project Manager, concerned business process owners, system administrators, active users,
and the persons who are responsible for the implementation of the respective core business processes. The
agenda requires the participation of some or all of the Customer project team. Prior to an SAP Expert Service
delivery, the Engagement Managers will:

BKIZ, TPz NF—L%ED, D TSAP Expert H—tE 2] ORMITHON DM, BIHED L H
UEPHBEICEESNDILIICT 2D LT D, PW0IEEOTa = N F—Ai%, BED 1T 7'n
Pl hvF—Tr—]) |, HETIEVRRAT 0 RAOELEE, VAT LEHE, T/ T4 T a—F— &k
OIS E VR AT 0 2D FELHY T OME THIT O LERH D, 7V=FI2id, BEDT 1
Vxl M TF—LDO—XITT X TRBMNT O0EN’H D, [SAP Expert H—E R OERMITHELS,
(L F—=V A bR =T —] BUTOTTEATI,

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

a) [SAP Expert &—ER] OX D ERART P2 ZIZETAHEE

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

b) FEOTOYx/ hF—ARAUN—DOXEREE

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

c)  [SAP Expert ¥ —VER| OBITOZOORMHESRMLE 722 SAP [V 7 "o =T | ORFE

SAP Expertise on Demand
SAP Expertise on Demand

SAP Expertise on Demand (“EoD” or “EoD Services”) is a remote service which provides SAP resources to
fill Customer’s need for short to medium-term duration (up to a maximum of ten EoD days in duration) tasks.
These tasks target technically complex or unusual issues that are typically beyond the experience of
Customer’s staff such as: minor Modifications of SAP Software as defined in the applicable SAP License
Agreement; minor configuration changes of Customer’'s SAP Software system; knowledge transfer on SAP
Software and similar tasks. EoD Services do not include reaction on Customer incidents as these are covered
under the Support Schedule to the License Agreement.

SAP Expertise on Demand ( [EoD] XX [EoD ¥r—¥ R ) (%, BZEOEHM»SHHIM kKX 10 AD
EoD Hi[#) OfEED=—XZii=97=HI2, SAP UV YV —ZXZEMT 5V — P —EXTHD, ZNHDIE
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2.3.2.

2.3.2.

2.3.3.

2.3.3.

2.3.4.

2.3. 4.

Eix, —BOICEEDORY v 7 OREREB A T2, HEIRMOICEME OISR BB EZ IR E L TR, Zhic
I, ZMT 5 SAP M HERNTEREND SAP V7 FU =T O MEIE] | B&ED SAP [V
T hU =T VAT AICHT AR AETE, SAP TV T b 2T WETAF LY VR T URT R
FERDIEEZR ENBH D, [EoD H—E R IZiX, BAEDA T v MIRT H3NIEE e (SAP TV
T T kT D MEAMETERN) O [YR— AP a—)L) OFRBETHLED) |

EoD Services will be provided during Normal Business Hours for the quota of EoD days per Period during the
ActiveAttention Services Term specified in an SAP ActiveAttention for on-premises solutions Scope Document
to an Order Form (“EoD Quota”).

[EoD H—t &) 1%, [y3cE] (2x9 5 [SAP ActiveAttention for on—premises solutions DAz —7
BT 5 #E ] ICFRET D TActiveAttention Y—E RHAM ) th, [HIf] Z& @ EoD #EIMTHHEIZ-
. DEEEERM) NiciRftans (LT TEoD #FIMT) ) .

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

[EoD H—E A | ZAKIHT BT, BRIL. SAP OFTIEZEFET S [BoD ¥ 27 | OIEERUVEEIEHE N
RL, SAP OV R—h AV TTARNT I F¥—%I LT, FEETHR—Mr—RA%2#EHETD (LT TEoD #
271 ) o DA SAP 1, KD TEoD # A7V | BEEEESNMT LD LT 5, EFENARE 2.3 &£ITit-
TEBRD [EoD X A7 | ZRER L CTWARWEE, UTHEMT EFF U< I3EEEORBEICE Y [EoD #2277 | 2
FEERAEETH HBE. SAP [ THE LIRS EoD # 27 ) 2IEETES, [EoD X A7) M SAP
IZXVEBRFRETHAYA. SAP 1L, [EoD ¥ A7 | OETIZOWTCDOT 7 a 7TV EBEICRATS
LOLT B, HEN, T7var7IrEZiF AN, SAP ICK AEEOBREE LT HA 1. SAP X, %4
7% [BoD # A7 | IZETIHMORMELY GKRENT [EoD ¥ A7 | OFETETOMRZEAL 4 Wi &
L. BfEIZcCRT) 2RHETH O ET5, BEN, ZORELY 2% AN & XX, SAP 1, 77
va T TUIHEN, oD X A7 | BSETTHEEEZHBET 20T 5, AREN TEoD ¥ X7 ) %
FATT B DICE L2 EBORFRI ST, oD #M<T) 2»25ELE N5, [ED —v 2] 1%, LiH
2.2 FRICFE#ET D [SAP Expert Y — VR | OFEMIFIHT S Z LT TERN,

SAP shall use commercially reasonable efforts to fulfill EoD Task requests submitted by Customer, however,
SAP does not guarantee that it can or will fulfill every EoD Task request submitted by Customer and SAP will
have no liability if it cannot or does not fulfill such EoD Task request. SAP shall notify Customer if it cannot
fulfill an EoD Task request. If SAP commences work on an EoD Task and subsequently determines that it
cannot or will not fulfill such EoD Task, SAP shall provide Customer with a written explanation of the reasons
for such action.

SAP 1, BIEEMH L7z TBoD ¥ 27 | EFE&EBITT 572012, MELGEMNREZNERSTHOLET 5,
7272 L, SAP 1%, RN T S TEoD # A7) BEHEEZTNTEITTELZ L XIEIT T Z L2 RGET 5
HOTIHRL, o, 20D [EoD # A7 | BREZRBITCERWIIEIT Lo GAI, TORMTEA
I BDOTIEAR, SAP (X, [EoD ¥ R7 | BEHEEBITCERWEAIE, BRICEMTLLD LT 5, SAP
L. TEoD ¥ 27 | IZBAT 21EEZBME L. TDO% YL [EoD ¥ 27 | ZFITTERVIUTZEIT LRV EH
Wr L7238, YikisBoMmoHAZ, ERHICK VBRI T b0 L35,
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2.4.
2. 4.

241,

2.4. 1.

2.4.2.

2.4.2.

2.4.3.

2.4.3.

2.5.
2.5.
2.51.

2.5. 1.

2.5.2.

2.5.2.

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

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

[SAP On-Call Duty #—t 2] Ti&, EFHFIL LT, BEEREIRXAT B ROV THELIET O
DIT, SAP DY R— MEFNOERIHLH T DY E— b7 7 B RAEREEIRMET 5, 237025 [SAP On-
Call Duty Y—E 2] O@EEKHEYE T, [ CE] 12595 [SAP ActiveAttention for on—premises
solutions DA —7 B35 E: ) [CHEEX7- TActiveAttention H—E ZHAM | H. THIE) Z & o
[SAP On—Call Duty ¥ —ER] OEM Ty g iz oWTHIFATES (LLF Ton—Call Duty %I
Tl

An SAP On-Call-Duty Services session is:
SAP On—Call-Duty H—tE A& v a3,

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

a) BEROBUMFERT, AKENDHBEE T, 08:00 BB L, RIH® 20: 00 1T+ 5, UL,

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

b) BB OBLHKEE T, AMED HBEE T, 20:00 (IR L, BHOD 08:00 IR TT 5,

To schedule SAP On-Call Duty Services Customer shall make a request in writing to the TQM or the
designated Embedded Resource. The scheduling of SAP On-Call Duty Services is subject to 5 weeks advance
notice.

[SAP On-Call Duty Y—E R | DAF T 2— )LD, BEEIL. T XIIEE 47z Embedded VY
V—A] T, EETEFEEITO>ILOLTH, [SAP On—Call Duty —ER] ODAF TV a—Li&EIX, 5 @
METOME & St L5,

SAP Service Level Agreement
SAP ¥ —E A L ~LEK

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

[SAP —E AL ~ULEK)] 1Z. [SAP Product Support for Large Enterprises ( [PSLE] ) ¥R— kA
Y a—v] IZIMALTWDHERICR LT, [SAP ActiveAttention —ERA| O L7 —T X NDOHERL
HEE L THRM#EEN 5, SAP Enterprise Support OFIZ SAP Lk L TV HEIFIE, T 6 DRI
- T SLA DA IN D,

The following Service Level Agreement (“SLA” or “SLAs”) commitments will apply to all Customer incidents
that SAP accepts as being Priority 1 or 2, and which fulfill the prerequisites specified herein, for Customer
installation, system id (“SID”), and system number combinations specified in the SAP ActiveAttention for on-
premises solutions Scope Document to an Order Form. Such SLAs will commence in the first full Calendar
Quarter following execution of the Order Form.

DLFD T — 2 L~ULEK)]  (LAF TSLAl ) ORERSEEN,  ECE] 12695 [SAP ActiveAttention
for on-premises solutions DA a—IZTAHXLE] IHRETIHIEEDA A=, VAT A 1D
(TSID] ) . ROV AT AEFEFZOMAEDORIZET D, 20 ASD [ZHFLT DRESME A7 L, 2> SAP
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2.5.21.
2.5.2. 1.

2522
2.5.2.2.

2.5.23.
2.5.2.3.

2N THEJERE 1) 3T MBI 2) L LTART D, BEOTRTOA Ty ML CEA IS, Y%
SLA 1%, [AESCGE] Offtk. RYIOERBI -G L 725,

SLA for Initial Response Times:
WIS BRI BI 95 SLA -

a) Priority 1 Incidents (“Very High”): SAP shall respond to Priority 1 incidents within 1 hour of SAP’s receipt
(24 hours a day, 7 days a week) of such Priority 1 incidents. An incident is assigned Priority 1 if the
problem has very serious consequences for normal business transactions and urgent, business critical
work cannot be performed. This is generally caused by the following circumstances: complete system
outage, malfunctions of central SAP functions, or Top-Issues and for each circumstance a workaround is
not available.

a) [EBEE 1 o1y F o) (THEfB) ) SAP (X, TEEE 1) o1y T v MIxL T, e
L MBI 1) OA 72 e SAP BAEFELK, 1 BRI 8 7 B 1 B 24 FREEH) 126
ETHLOET D, FENBETOEBENERD TERREELZRITL, BENOE VXA ROHE
BOBATOARAREL 225G B, YA U T v MOCEEE 1 280 4T, Jiud, —MIICeLF
ORBUC L VB EE I SND : VAT LOE2FIE, TR SAP BEREOMEE, X MEEEME) | &
OVMEGEESR ASFIH C & 720 Ml 2 DR,

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

b) SRR 2 oA T b (TSR] ) SAP X, TESEE 2) O 7y MIHLT, 205
MERIE 210 OA v T v ha SAP O TBUMEESERGH) HICSAR L7ztk, 4 ReBNIOISE T 5 6O
L9225, BEOETRA NI W7 va UNERREEELZT, RERIAT ZETTERVGE. £
DA T M MEEE 2] BMEIVYETHND, UL, YED P T ¥ 7 va v RO/ UIMEHED
FATITH B RE ORRENMEPENE AR BV & 72 5

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.

BREOEY CICHET 2FEMERICONTIEL, SAP @ [ AZ~—HFK— k] Web ¥ A k

(http://support. sap. com/notes) @ T[SAP Notes T —HX—R| TAFTES SAP Note 67739 #H MR

DT L,

SLA for Corrective Action Response Time for Priority 1 Incidents
B 1 DA o T v MO D EIEREINERHICEE T 5 SLA
SAP shall provide a solution, work around or action plan for resolution (“Corrective Action”) of Customer’s
Priority 1 incident within 4 hours of SAP’s receipt (24 hours a day, 7 days a week) of such Priority 1 incidents.
SAP 1%, SAP B3hnd TERE 1) OA o7 MEZHELTHL 4 FHEUAIC GB 7 B 1 H 24 FEH
KHT) . BEDO EEE 1) A7 0 FORROT-O OREK, [FRRXIET 7> a 77y (LT
MEE#HE) ) 2RMIET2b0LT5,
If an action plan is submitted to Customer as a Corrective Action, such action plan will include:
Trvar7Irn MEE#EE] & LTR— M —IZRIEn256, Y%7 7 var 77002
iE. FTRRFEHZREHT L b0 LT 2,
a) status of the resolution process;
a) fRRT OB ADAT—H A
b) planned next steps, including identifying responsible SAP resources;
b) TEINDROMEE HET 2D SAP OV Y —2ADHEEEET)
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25.24.

2.5.2.4.

2.5.25.

2.5.2.5.

2.5.3.
2.5.3.

2.5.31.
2.5.3. 1.

c) required Customer actions to support the resolution process;

c) fRRT e REFR— T HDITRD LNLBEREOEE

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

d) FEETHIIE, SAP DIEDOTESHD HAT

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

e) SAP [ZXDREDAT—=H AT v 7FF—FAREDRDAT —F AT v 77— ML, ZORHRETIC
WONTHEEOBER), FESNTVWDIRDAT v TROREBID AT —Z A7 v 77— MO HKEREEN
5HDET D,

The SLA for Corrective Action only refers to that part of the processing time when the incident is being
processed at SAP (“Processing Time”). Processing Time does not include the time when the incident is on
status “Customer Action” or “SAP Proposed Solution”, whereas:

METEHED SLA) 13, MBS B, SAP (L VA V3T 2 MR EN TWEES D% E
W92 (LA TMOUEEER] ) . TOEFEEM) I, AT UV MDRT—Z AN [ RAZ~w—T 7
Tav) , L TSAP IZEY VY a—va VIEER] THARMITEENR., ZNDDOFAT —F AT,
LF%EWT D,

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

a) AT—HAHRE=—=TI7Tav| L. A7 M PERICEEINZZ LEEEKRT 5,

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

b)  [SAP MERFEZI|R] OAT—F AL, SAP 25, 0 ASD THIZEZ R [EFEHE 22K T
bDZEEERT D,

The SLA for Corrective Action will be deemed met if within 4 hours of processing time: SAP proposes a solution

(status “SAP Proposed Solution”), a workaround or an action plan; or if Customer agrees to reduce the priority

level of the incident.

MEEH®ED SLAJ 1%, AERERFM O 4 RFRICINIZ, SAP AR ( [SAP Proposed Solution) A
T—HR) | BEEFELT 7 v a v 7T OREE LTSS UTBENA T v NOBREE TIF S
CEICEBLEGBICBITENZ b D E HZIND,

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

A CSLA 1E, TRTO [T b AZOW T T ORG-S HAICRY . @A S
nb,

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

a) TR 2.6. RISFHWD ALK L=a— FISHT DEERE DN 2R XTOHET, v T
KA, SAP AW AT —# ZA&“—fHT ML SAP [V 7 vy =7 ] OU U—RZB#HL TS
N

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

b) ATV M SAP DZEOREETRFOA T v ML a 7 A U RIAICHEV, BE Sz A vy
TV TR LT SAP MEE 25K U 2 72 DI EE R PSR H (SAP Note 16018 MITZ DD ZhiZ
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c)

% SAP Note |[ZEt# SN TWAH D) NEFENTEY ., SAP Solution Manager Enterprise Edition
VAT AENLTC, BRIZLVIGECRShTnsZ E

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

AT U, (AL VAN =L AT IR X HERRSFA VT F U A (4T 5 SAP
(V7 ho=7)] OBV Y —RHEELTNDHZ &

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

2.5.3. 2.
a)
a)
b)

b)

c)

c)

MBS 1) OA 2T v MZoWTE, BEE. BLTFOT X CORHREM 2= T LERH D,
the issue and its business impact are described in detail sufficient to allow SAP to assess the issue;
MK OV DR LB OWT, SAP AREAFMECTE 2 & 5 +assicil snTtns 2 L,
Customer makes available for communications with SAP, 24 hours a day, 7 days a week, an English
speaking contact person with training and knowledge sufficient to aid in the resolution of the Priority 1
incident consistent with Customer’s obligations hereunder; and
BRI, 0 ASD IZHESKBEDORBITIE, BEE 1 OA T 0 M OffREZ IR TE
DAMRAE ST MRk E AT D RGECIERE AR Y E A, B T B 1 H 24 KRR T, SAP L D
DIOITERT D2 &,

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

VAT LD T — MEREOBBR KON ER 0 S AT — 2% SAP (THRET D 720 O Y F N
ZENRTNBEZ L,

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

DIToOfEED MBEEE 1 O 5 b . SLA 26 En 5,

a)

a)

c)

incidents regarding a release, version and/or functionalities of software developed specifically for
Customer (including without limitation those developed by SAP or SAP Affiliate) except for custom code
built with the SAP development workbench;

SAP DFHFED — 7 RUFEMH L TRR SN [hAZ La— R #R<, BRERHICRINICHEE S
7oV 7 R 02T DY Y= N—=Ta RO/ IIHERE (SAP @ Custom Development TR/ XX SAP
DFEAENBR L LOEELN, ZALICRESNLR) M5 v T b,

incidents regarding country versions that are realized as partner add-ons, enhancements, or modifications
are expressly excluded even if these country versions were created by SAP or an SAP Affiliate; and
N—=rF—=O7 FA | R, IEEEL L TRHRINTZEI A=Y a 28T AT b
I, TOEBIS— g 2738 SAP 3L SAP DBBERIC Ko TIER SN2 56 ThH - THBIRRIICERSS
Sh2,

the root cause behind the incident is not a malfunction, but missing functionality (“development request”)
or the incident is ascribed to a consulting request.

ATV FOBEFIIH HMAFRNREEG T #Higoxmcd s b0 (LT [BRKE ) . X
AT M Rar YT 4 TKEEICERT S b 0,

2.5.5. Service Level Credit

2.5.5. P—ERXLNALZ LTy

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 95% of the aggregate cases for all SLAs within a Calendar Quarter. If Customer submits
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2.5.5. 1.

2552

2.5.5. 2.

less than 20 incidents (in the aggregate for all SLAs) pursuant to the SLAs stated above in any Calendar
Quarter during the ActiveAttention Services Term, SAP shall be deemed to have met its obligations pursuant
to the SLAs stated above if SAP has not exceeded the stated SLA timeframe in more than one incident during
the applicable Calendar Quarter.

TEMNH IZHB1TF 29 _XTD SLA T2V T, FFAINAHIRNIT, ZUEORED 95% [Tkt L
%A, SAP X, LD SIA Ko BALORBEERLLEbOEAREINDIZ LD ET S,
[ActiveAttention H—E AR FOLED B (2R8W T, BESTRE L Eio SLA 1IZHE-
TeA Ty M 20 R (T SLA 2T H2ET) OBA. MUk [EUH) 1B\ T, SAP
DREENT SLA OHIRBEZHEBE LA > F v by 1 U T ThHIIE, SAP 13 EFE SLA IZiE->7-HED
BHEERL LD LR ENS,

Subject to Section 2.5.5.1 above, if the timeframes for the SLA’s are not met (each a “SLA Failure”), the
following rules and procedures will apply:

LR 2.5.5.1 L&KM E LT, SLA IZxT DHIRNR =S Ne o 72548 (LFZENREh TSLA
RBEIT) ) 3. UTFOREROFIEZERATL b0 LT3,

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

a) JEFIE, WHLILTS [SLA REIT) Z3Em T SAP ([Zl@T 560D LT 5,

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

b) SAP X, 2 HHMTEZMEL, BEOFROEMS ZBAXIIHT T o#MEL, BRI L TERT
TovbDET 5,

c) Customer shall provide reasonable assistance to SAP in its efforts to correct any problems or processes
inhibiting SAP’s ability to reach the SLAs;

c) L. SAP O SLA EER O FREVEZ B5T SR m e R &R IET 5720 D SAP DFF xR LT,
B2 E % SAP ICRET o b D LT 5,

d) subject to this Section 2.5.5, if based on the report, an SLA Failure is proved, SAP shall apply a Service
Level Credit (“SLC”) to Customer’s next ActiveAttention Service Fee invoice equal to 0.25% of
Customer’s ActiveAttention Service Fee for the applicable Calendar Quarter for each SLA Failure
reported and proved, subject to a maximum SLC cap per Calendar Quarter of 5% of Customer’s
ActiveAttention Service Fee for such Calendar Quarter;

d) A% 2.5.5 FESEML LT, MHICESE SAP @ [SLA RIEFT) BSEFESHIZBA. SAP (X, BED
RMED TActiveAttention H—E 2¥E] OFRFIZRBNT, ThEND TSLA RNET] BHE S HAE
A=Yz TN 1oktd 5, BEED lActiveAttention Yr—E 24 O 0.25% FHUZED
PF—EALL7 LYy b (BUF TSLCY ) #EMAT b0 L35, 72720 EEH) Z&o SIC o
ERRE, 4% TUBEH) ISk 2% D TActiveAttention Hh—EXBHE] @ 5% & T 5,

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

e) JFIX. TSLA ORELT] NFAELL [EH] O T#& 1 2 HLIAIZ, SLC (DWW T SAP [Zi@4!
T2,

f)  No SLC(s) will be applied unless notice of Customer’s well-founded claim for SLC(s) is received by SAP
in writing; and

) SAP MRHED SLC [T DWW THRIMLO M2 INL COFR AT LARVRY | SLC (T#EH sz,

g) The SLC stated in this Section 2.5.5.2 is Customer’s sole and exclusive remedy with respect to any
alleged or actual SLA Failure.

g) A 2.5.5.2 RITFEHET D SLC 23, W LI THONUTERRD [SLA REIT) IZBTOBEICL > TD
ME— 2 OHFMA 2 R F R TH D,
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2.6.
2. 6.

2.6.1.

2.6. 1.

2.6.2.

2.6.2.

2.6.3.

2.6.3.

2.6.4.

2.6.4.

2.7.
2. 7.

2.71.

2.7.1.

SAP Root Cause Analysis for Custom Code
AL ba— RIZKIT 5 SAP D FEE KT

For Customer custom code built with the SAP development workbench, SAP provides mission-critical support
root-cause analysis and may provide guidance for incident resolution, according to the SLA’s stated in
Sections 2.5.2 applicable for Priority 1 and Priority 2 incidents related to the Customer installation, SID, and
system number combinations listed in an SAP ActiveAttention for on-premises solutions Scope Document to
an Order Form that are submitted by Customer in accordance with Section 2.5.3 above.

SAP BHRE DU — 7 R F THESNTZHEDO I AT La— RIZOWT, SAP X, BENERESE 2.5.3 &I
Mo THH U, [7ESCE 12X 5 [SAP ActiveAttention for on—premises solutions DA = — 7|20
T HNE] ICRBOBEDA VA =1, SID, KOV AT AFSOMAGHOEICHEET S ELE 1) &
O MBI 2) AT MCEMEShD, 8 2.6.2 RIS D SLA 129V, TyvarZUTah
NEREERRSFHR— N 2R L, 1A 02T FOMBIRDT-DDH A X R 2T 2 WA N H 5,

In addition to the prerequisites for the SLA’s stated in Section 2.5.3 above, in order to receive SAP’s Root
Cause Analysis for Custom Code service Customer’s custom code must be documented according to SAP’s
then-current standards (for details see http://support.sap.com/supportstandards).

LF05H 2.5.3 SOFARO SLA IZBIT D RMHRAMEICIZ T, SAP DI A K bha— RIzxtd 2 B JH K 547
-2 E2ZFLHOITIE, FORFETHRAO SAP OEHE (FFEMIZTOWTIE.
http://support. sap. com/supportstandards ZZEMO Z &) [>T, BEDO N AKX La— RBFEEINT
WRIT IR 7 6720,

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

SAP (X, BEDH AL La— ROA T v b RO/FHE L IFEEICOWTHEENED H D ARARA 2 #E9
HT LX), BEOHAZ La— RIZETHLHEEE L1OA Ty MIOWT, fgid 5 [MEEHFED
SLAl ZBITLIZbDEHREND,

SAP’s Root Cause Analysis for Custom Code does not include providing corrections; work arounds; or incident
resolution for Customer’s custom code regardless of who created Customer’s custom code.

SAP IZ X BT H AR ha— R4 AEERESHTICIE, BEDOHD AZ La— ROERED VTN TH S0
Wb BT, FEDHAZ Aa— ROFTIE, BT, dIA v Ty NofksRMT2 2L E3EEh
AN

SAP Premium Service Level Agreement
SAP Premium #—E A& L~ULEE

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

[SAP Premium $—bE A L-~ULEHK) ( TPSLA] X% [PLSAL ) . [ AMERF#EEK) (x5 SAP @
[Enterprise Support A7 Y =2— L | IZIIAL TWABEICKTT S [SAP ActiveAttention H—ER] @
T U=V A PORREESE, T TActiveAttention ' —E R ] U A= X FOREZ L LTEL
THEftah b, PSLA (%, [lActiveAttention H—ERA| =7 —I X FOMRESR E LT, AN
FEEK)) 1C%I9 D TEnterprise Support A4 Y =— L) (ZHESWWTEMEENS [H—E R L~ULEK) 1T
BinEns,
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2.7.2.

2.7.2.

2.7.21.
2.7.2. 1.

2.7.2.2.
2.7.2.2.

The following PSLA commitments will apply to all Customer incidents that SAP accepts as being Priority 2, 3
or 4 (as defined in SAP Note 67739) and which fulfill the prerequisites specified herein, for the Customer
installation, SID, and system number combinations specified in the SAP ActiveAttention for on-premises
solutions Scope Document to an Order Form. Such PSLAs will commence in the first full Calendar Quarter
following execution of the Order Form.

VIR PSLA ORERISEIEDS,  [7ECE] 1ZxT 5 [SAP ActiveAttention for on—premises solutions A
a—FICETLXE] KHRETLIBEDA A F—/L, SID, KOV AT LAFEZOMBEDLEIZHET L, 2
@ ASD IZHIFET DRI AN- L, D SAP 28 THRSGREE 20 . THESERE 3) U MESGEE 45 (SAP
Note 67739 IZEFRINTWD) & LTEKBTDH, BMEDTRTOA 7 Mt LTEBIND, HiZ
PSLA 1%, TH3CE) OfifE%k. Y072k TBMEH) 1CBREE kb,

PSLA for Initial Response Times:
TR ) (CB99 2% PSLA

a) Priority 2 Incidents (“High”): SAP shall respond to Priority 2 incidents within 2 hours of SAP’s receipt (24
hours a day, 7 days a week) of such Priority 2 incidents. An incident is assigned Priority 2 if normal
business transactions are seriously affected, and necessary tasks cannot be performed. This is caused
by incorrect or inoperable functions that are required to perform such transactions and/or tasks.

a) [BHRE 2 o4 v7r M (M%) ) SAP X, MBEE 2) O v T v M LT, Db
MBJCEE 2) DA 72 e SAP R LI#, 2 FFRILIN GE 7 B 1 B 24 FFREH]) 1O6%
THLOET D, BHEOEVRA NI VI v a URNERREEELZT, LERF AT ZFITTERN
B, F0A Ty M MBRE 2) REIV A TOEND, ZHUE, BHEDO N TP r v a U RUYX
IEZEOEITICHERBERE ORRENESCENER RS RIKN & 72 5,

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

b)  ERE 3 oA Frby (i) SAP 1T, MEXE 3] O T MIHLT, 205
MESEHE 3) DA o7 b TBIMIE SRR PICRE Lk, 4 RELNIOSET 20D &35,
WEOREG N T oV va v NBEZ T OHE. Ay T r boTiE MBERE 3) BREIVETHR
5, ZOMEIL. HHED T YT va L DOFETICLEREREORREIECENER BARK & 72 5,

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

e) THEEE 4 oA Frbh) (MK ) :SAP 13, TEEE 4] OA T2 MIH LT, 205
MESEHE 4) OA o7 M TBIMUE SRR PICR(E Lk, 8 RLNITISET 2 b0 &3 %,
MEREEOEBH N7 o7 v a A EAE TR ERBE RIZI20WIEE, Aoy 7 b ik
MEJCE 4) 3EIV S THND, ZOMBEIE, BEMICLES Lav, UTF & A EHA L2 BRED
FRENECENEAR RNRIK & 72 5,

PSLA for Corrective Action Response Time for Priority 2 Incidents
B 2 DA T v MTHT DEEREISERR O PSLA

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

SAP X, BRI 2) OA T2 MR LT, RER, BHER UIRILO-b0T 7 a 77 (LUIF
MEEHEBE] ) &, SAP MM MBLE 2) O T v e THME 2R TICZE L% 3 HER
NIRRT 2032 ( EERE 2 Ioxhd 2EEHKED PSLA] )
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2.7.2.3.
2.7.2.3.

2724

2.7.2. 4.

2.7.25.

2.7.2.5.

2.7.3.
2.7.3.

2.7.31.
2.7.3. 1.

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

Trvar7Irn MEEKE] L LTRIHSWDSEE. Y%7 7 var 770, FidEs

T ObDLT D,

a) status of the resolution process;

a) fERT O ADAT—H R

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

b) TEENDHROHEE (YT D SAP OU Y —RADREEET)

c) required Customer actions to support the resolution process;

c) fRRT v REVR— T HDITRD LINLDBEDOHE

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

d) FHETHIUE, SAP OHfEOTESND BAf

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

e) SAP ICLDREIDAT —Z AT v 77— MHAREDERDAT —F AT v 77— ML, TORHRETIC
WONTHHEOER), PESNTVDRDAT v TR BREIDAT —Z AT v 77— O HEENEEN
LHHDET 5,

The PSLA for Corrective Action Response Time for Priority 2 Incidents only refers to that part of the processing

time when the incident is being processed at SAP (“Processing Time”). Processing Time does not include
the time when the incident is on status “Customer Action” or “SAP Proposed Solution”, whereas:

MEJEEE 2) @ T4 o7 0 MoATd 2 MEESEISERH O PSLA] 1%, AAFFHEDO 5 B SAP
LD YUHA T PR SN T DDA 29 (LUF TR ) o DB 203,
AT RDAT—=Z AN [ HAZ=—=T7ar] | XL TSAP 2LV VU a—a U iBEW ThoH
FEEIZE ENR2V, ZHHDOERAT =X AL, UTEERT 2,

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

a) AT —HATHRE=—TI7vav] X, A7y M PERICEESNCZLE2ERT S,

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

b)  [SAP BERRERR] OAT—HF AL, SAP A3, Z@ ASD THIEZ /RT MEIERE] 2128 5EHR T
bDHZEEERT D,

The PSLAs for Corrective Action for Priority 2 incidents will be deemed met if within 3 business days of

processing time for Priority 2 incidents: SAP proposes a solution, a workaround, or an action plan; or if

Customer agrees to reduce the priority level of the incident.

MEJCE 2] OA Ty MIxtd 2 MEIERED PSLAJ (%, WAFIFH O 3 H3EHLINIZ, SAP
DMRRE, BEFE LT 7 v a v 77 v OREER LG UIBEN Y%A VT v FOEBEEE T
L2 EICRBLERAIC, BTSN R END,

Prerequisites
A4t
The PSLAs will only apply when the following prerequisites are met for incidents:
A PSLA &, TA 2T M ZHOWTLLT ORGSR SN HEICRY . @ s,

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

a) LREH 2.6 RICESS [HAZ La— T 2EERRNSIT) 2RE, $XTOHAICENT,
AT MEL SAP B AT —Z 2% Tfihiff] LML SAP Y7 ho=7) O Y =R
MEL TV 5,
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b)

c)

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

ATV R SAP DZEDORERTRHOA T v MLEia 7 A4 U RIEICHED, #®EShiz 1 vy
72 MTx LT SAP 3B 25 U 2 72 OIS B2 BN E # (SAP Note 16018 SUIZ DD Z 4L
K15 SAP Note ICRLHEN TV D H D) NEFILTIH Y, SAP Solution Manager Enterprise Edition
ZAL T, BRICIVRETRHSATWD Z L

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

AT U, AL VAN =L AT F A E HERRSFA T A (%% T2 SAP
V7 ho=7] ORBY Y —AZHEL TS Z &

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

2.7.3.2.
50

a)
a)
b)

b)

c)

c)

MESEE 2) OA Ty MZHoWTE, BEIE, DT OBNORHEERN 23X Tle T LEZNH

the issue and its business impact are described in detail sufficient to allow SAP to assess the issue;
MK O D¥EF EOEBIZ DT, SAP BARBEAZFMM T 5 X5 Haisliciiish g Z &,
Customer makes available for communications with SAP, 24 hours a day, 7 days a week, an English
speaking contact person with training and knowledge sufficient to aid in the resolution of the Priority 2
incident consistent with Customer’s obligations hereunder; and

B, 0 ASD ITHESSRBRDORBIHE, BE 2 oA o T v M Ozl g TE
DA ST MRk E AT D RGECIERE R Y E A, B T B 1 H 24 KRR T, SAP L D
DIOITERT 52 &,

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

VAT LD Y E— MERORR LN E R0 AT — 2 % SAP ZERET 2 72D O OHEfEHE Y
ERLENTNDZ &,

2.7.4. Exclusions.
2.7.4. BRAMVEIR
The following types of incidents are excluded from the PSLAs:

DLFOMEEDA > 7 > b, PSLA B ERIA SN D,

a)

a)

incidents regarding a release, version and/or functionalities of SAP Software developed specifically for
Customer (including without limitation those developed by SAP or an SAP Affiliate) except for custom
code built with the SAP development workbench;

SAP DBRFED — I N FERMEH L THEEINT. [hAZ La— ] 2R BERITICEINCRE S
72 SAP Y7 ho=T] OV Y—RA, N=T 3 KO/ XIIHEFE (SAP @ Custom Development MUY/ X
1T SAP OFRHDBAFE LI b DA TN, TALICRESNRY) IZHTD T4 T b,
incidents regarding country versions that are realized as partner add-ons, enhancements, or modifications
are expressly excluded even if these country versions were created by SAP or an SAP Affiliate;

N F—=O7 FAv, I, FEEL L GERSEIAN—Y a ST 2 1o T v b
2. ZOEBIASN—Y 3 3 SAP XT SAP OBEESHIT K o TR S 58 Th - TH BRI RS
Sh2,

the root cause behind the incident is not a malfunction, but missing functionality (“development request”)
or the incident is ascribed to a consulting request; and

SAP Service Description for SAP ActiveAttention for on-premises solutions (DUAL) jaJP v.3-2026 15



2.7.5.
2.7.5.
2.751.

2.7.5. 1.

2752

2.7.5.2.

) ATy hOYFIIHHMRAFRNREETIE A Higoxmchb s b0 (LT TBIREE ) . X
FA T IR NT 4 TKEICERT 2 b 0,

d) all incidents regarding third-party products made available by SAP.

d) SAP IZX o TREt SN DH = HRMET 2T ToOA v T b,

Service Level Credit
P—ERAL~YLT LTy b

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

TEPUH) (2361 23 _TD PSLA IZOW T, #FASNDWIRMIC, BIEORED 95% 126G
L7=3A. SAP 1E, B PSLA K- HLORBERELEbOLARENDI LD LET D,
lActiveAttention ¥ — &AM FOMEZD TEMUH-H | ([ZHW\T, BE M Lz ERLo PSLA (206>
TeA T MAY 20 ARG (3T PSLA 1K 5#ET) DA, M4 BN 1230 T, SAP
DIRE STz PSLA OBREZBE LA T v b3 1 fEELFThiE, SAP 1T FFD PSLA 2~ HE
DOEHBERILLIELOLERRIND,

Subject to Section 2.7.5.1 above, if timeframes for the PSLA’s are not met (each a “PSLA Failure”), the
following rules and procedures will apply:

ERLEE 2.7.5.1 SRESEME LT, PSLA IS 2 HIRN - S nenoloha (UFEhEh
[PSLA RBATI ) X, UTOHEROFIREA#EAT D LT 5,

a) Customer shall inform SAP in writing of any alleged PSLA Failure;
a) T, WLILTS [PSLA RHEFT) Z2EHHE T SAP [ZEHMT 56D LT D,

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

b) SAP IE, LW TERAL. MEOEROEMS Z@A UIH T 2#@E 2. MEICH L THEE T
TobDET 5D,

c) Customer shall provide reasonable assistance to SAP in its efforts to correct any problems or processes
inhibiting SAP’s ability to reach the PSLAs;

c) K. SAP @ PSLA DO FREMEZ T HMEXIZ T m e 2 &2 RIET 57200 SAP DI L T,
B E % SAP IRt T o b D LT 5,

d) subject to this Section 2.7.5, if based on the report, a PSLA Failure is proved, SAP shall apply a Premium
Service Level Credit (“PSLC”) to Customer’s next ActiveAttention Service Fee invoice equal to 0.25% of
Customer’s ActiveAttention Service Fee for the applicable Calendar Quarter for each PSLA Failure
reported and proved, subject to a maximum PSLC cap per Calendar Quarter of 5% of Customer’s
ActiveAttention Service Fee for such Calendar Quarter;

d) A 2.7.5 FAESME LT, MEICHESE SAP @ [PSLA RIBIT) MMFESNI-5E. SAP (3. B%E
DOWEID TActiveAttention H—E AR OFKEIZHBNT, FNENRD [PSLA RIBIT] Nk S
AREA S VT2 245% TIEDUSEH ) (2395 @& D [ActiveAttention H—E ZEkE] @ 0.25% FHX%H
@ Premium ¥r—ERAL~LZ7 LY b (LLF [PSLCY ) ##HATA2bDET5, 72720 [JEUH-H)
ZE @ PSLC @ LBRIE. %% EWEH) ok @& D [ActiveAttention H—EREE] D 5%
L35,

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

e) JEZIL. [PSLA OARIEIT) MFAE L TEUEH) o T 1 I HLINIZ, PSLC IZOWT SAP IZi#
HYT D,
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2.8.
2.8.
2.8.1.

2.8. 1.

2.8.2.

2.8.2.

2.8.3.

2.8.3.

f)  No PSLC(s) will be applied unless notice of Customer’s well-founded claim for PSLC(s) is received by
SAP in writing; and

£)  SAP A5 PSLC IZ W TRILO AR BN COEMAZHE LARWRY . PSLC IX#EH S,

g) The PSLC stated in this Section 2.7.5.2 is Customer’s sole and exclusive remedy with respect to any
alleged or actual PSLA Failure.

g) A 2.7.5.2 FRITFEHT 5 PSLC 23, W LAZTHMNIXITHEED PSLA OREIT) (BT @I L -
TOME—2OPEA R RIE TH 2,

SAP Accelerated Incident Management (“AIM”) Services
SAP Accelerated Incident Management ( [AIM] ) H—E A

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

SAP 1%, MYFEHFICLLZEBHTONEDEENDLIGEERE, %4 T2 [SAP R— K] ICED D,
MBS 1] B HERE 20 OA T v MUEBLOREILICBW TEE 2V R— M1 5720, Bt
HIER NS AR B OFRT 8:30 B 5:30 £ TORM. SAP O R— MEBNOFZEZFE T4 S
WHE (LLF TSAP S o Ty hVEHE] ) ~OT7 7 v AT D, [SAP A5 NEHE ] Offdm
W, TESCE) offkE b 6 BREUWNICIThLS,

The SAP Incident Manager provides:

[SAP A > o7 v MEFRE ] 13, UTFTOT_RTE2EBMHT B,

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

a) TSR 1) KON MBREE 2) OA LTy M T 24 o7 v MEER ORISR

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

b) BIRSNIZV AT LADTRTOA o7 v MEREIZB T 2BEDA 27 v MRELOE A

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

) AVVTUNERTBRADTZ LR =X My gy

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

d) BEDA LTy MRILOERDOIZDIZER 179 EM2 Y T— b2

In addition, SAP will make available a critical situation manager within SAP’s support organization to remotely
coordinate and/or assist a Customer designated management contact (“Customer Contact”) with Priority 1
incidents. Assignment of a critical situation manager will occur approximately 1 hour following Customer’s
request documented in a Priority 1 incident. The assigned critical situation manager will be available to
Customer’s Contact and will remain engaged until the earliest of the following:

AT, SAP 1%, MESEE 1) OA o7 b T, BENMEE LB N S (LT TBEHRYE] ) L)
T— N CTHBEEIT-720 ., ZTOXIEEIT O 20T, SAP OFH— MAREA TEERIEHE NG TE D
£ 92T 2, EHAPRERE DML, MBEXE 1) oA o7 v MIBWTE L SR DB D
1 REEZRICAT N D, T SRR E RE X, [BEOHYE ] BPFHTE, ROWTiLnE
OB R E TG &H/T 2,

a) resolution or workaround of the Priority 1 incident;

a)  ERE 1) OA 7 v NOFRIUTERRESR

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

b) AT FOBEELLD MBEE 1) DADERE L~ L~D5| & T
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2.8.4.

2.8.4.

2.8.5.

2.8.5.

2.8.6.

2.8.6.

2.8.7.

2.8.7.

3.1.

3. 1.

3.2.

c) agreement of the parties to disengage the assigned SAP individual.
¢) FEBRESNT SAP OHEFDOMLEM LD, MYFHICLIEGE

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

AIM —E 2] X, AL AN =LA TF R XL HERRESFA T U A IZ3%% T2 SAP
(V7 ro=7] OBV —XCEELTWAASL VT FOREA SN,

AIM Services will be provided solely for the select Customer installation, SID, and system number
combinations specified in the SAP ActiveAttention for on-premises solutions Scope Document to an Order
Form.

[AIM H—bE 2] %, [7ECE] 1Zx%9 25 [SAP ActiveAttention for on—premises solutions DA =—7
BT A 3cE ] RSN, RESNEZEEDA VA h—b, SID, KOV AT LAFEDOMAEHEICD
WTORREEEN D,

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

BEIL, K 3 ANORGFEZFHE D2 HYSE (LT TBED AIM #H1Y4F] ) 24T L1 TE 5,
BEIE, D TEZEO AIM 183 ~OEKED FREZR, EASEOFFME®R (FrCEF A - T FL A K
OERES) 2T obosd45, TAIM =R 1%, fEamEhic TEEO AIM HY3E ] IRELT
s n s,

As preparation for delivery of AIM Services, Customer’s AIM Contacts and the assigned SAP Incident Manager
will jointly perform 1 initial remote set-up meeting.

AIM r—b 2] OREOEFOT-DIZ, TFHED AIM HMF | L{EmEhiz [SAP A3 F v MNER
F O MEloty b7y 7Y E— MREAILET 1 BEETLSLOETH,

ENGAGEMENT MANAGEMENT
IUHF—T R NEHE

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

BUEFL, T2 T —VA MR —Vry—| ZRATLLDET D, SAP O ==V A hvR—
Ty—] i, BRI FTM &35, BED [y 7= hvwXx—Ux—] [d, RENGHE T, BEE
EFRFELTCHERBEREEZITO D, YZBEERELZER 2 b0 T I ENTES, HIREzEXONTE
LT B, 0D (2 F—U A b=V vy —] 13, BEWICEEIZH LT TREKN] O+ EIH
50T, BRI SAP U Y —XIZLoTBITENDTXTO lActiveAttention H—E R | &5
WL, RO [y A=V A b3 —Vy—] LREEITHILDOLET D,

In addition, the parties shall conduct regular executive meetings during the term of ActiveAttention 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 ActiveAttention Services based on the
then current ActiveAttention Services status. Each meeting will include a status report on progress in the key
focus areas, including, but not limited to, the following:
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3.2.

3.3.
3. 3.

F7z. TActiveAttention ¥—E' 2] OHIEH, WUFE L, THICKRESHELZRET 2 0TS (U

TP BITATI=T4 7)) o 0D (278 T 47 I—=T 407 L, WSFEHITL>TH

HIZABE SRR E AR, 22 &b MEMIc 1 FERT 2, 202 (787747 I—T 1

70 OB, FORETHREO lActiveAttention Pr—E X ] OIRWMIZE-S T, TActiveAttention

P—ER] ORWEZERT D12DIZS HRIMIEPLENE D &R, Wik L T, HAEOEGEFKEIT

ZEThD, HI—T 47T, REEFHOESRIUCET 2RUBEEZITO DO LT 5, THITITLL

TREENDIN, INHITRE SR,

a) An evaluation of progress under the ActiveAttention Services program compared to the agreed to key
focus areas, KPI's and the ActiveAttention Services engagement plan;

a) BEINTF-EEXNSSE. KPI. L lActiveAttention Y —E R | m U F— X 2 NEFH & O ElRIZ
BT 5. TActiveAttention Hr— Y R | Fu /T LAOEER O AN

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

b) FED SAP VT hyxT | YYa—arORT7 34— AEGERICELTRNOH S Y 27 KLY/
XITEIEDRFE (U R 7 BHRO T2 D IR FIEZ 5 T0)

c) Implementation of recommendations;

c) HELEFIHO E

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

d)  WFNND G FEE DS ORI OB K O FERIZEET 2 Wik

e) Relevant details regarding project organization and planning.

e) m¥x=r FOWEROFHEIZEY 2 BEHERE I

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

=T 4T OREEIF, SAP O [mF =P A b=V v —] BMERL, BED o=V A b
T F—Vr—] KEMNLTRIEZZ T2 b0 LT 5, o WEEOZHEE 30 HEADNIC, BHED
[T P =D A hv 32—y —| B, WEBICOWTEERHARALSEERZEBHT A2 L10k 0, EHEic
Ko THEBICREBEZBZ DI B2 G61F, YEMEEITHRICIVERINEZbO LR ESN
Bo MEEFT, BREICH I L THREEOLETFIROMREZK Y | ARE N T#EE1525 72 DRI E 31T
THELDET B,

SAP Cloud Governance
SAP 7 70U RDHNF A

If Customer has subscribed to SAP Advanced Success Plan and/or SAP Max Success Plan, the Success
Expert(s) will be included into the ActiveAttention 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 ActiveAttention Services and for so long as Customer
continues to subscribe to SAP Advanced Success Plan and/or SAP Max Success Plan.

JFE% DS SAP Advanced Success Plan O/ XX SAP Max Success Plan DY T A7 U7 g &2iT-o T35
A, oAz 3— K| B, lActiveAttention ¥ —E A | OHIEF I TNT SAP Advanced Success
Plan KOV X% SAP Max Success Plan OV 7 R 7 Y 7 g U ZBENMETHREY . K& 3 SKlcid#7
% [ActiveAttention —ER] DT U=V Ay MEHAANF U RIHAANLND [Thbb, (=7
VI T4 TI=T 47 ZBML, RESNE [ =YX bvx—Vx—] LOEELTES L7
Ll

SAP Service Description for SAP ActiveAttention for on-premises solutions (DUAL) jaJP v.3-2026 19



3.4.

3. 4.

5.1.

5. 1.

5.2.

5. 2.

5.3.

5.3.

The cooperation of any Customer’s third-party consulting partner(s) (“Customer Partner”) is critical to the
success of the individual ActiveAttention Service engagements. Customer shall ensure that such Customer
Partner will comply with Customer’s responsibilities, this ASD and any SAP ActiveAttention for on-premises
solutions 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 ASD and any SAP ActiveAttention for on-premises solutions
Scope Document to an Order Form.

BEOHE=FEDa YN T 7= — (LT TREONN—FF—1) OBLE. Elo
lActiveAttention H—E R T F—I AL MORIHNTE > TRARTHD, BEIL. »hrd THED
PN—hF—] B, BEREOEML., 2D ASD, KO M7FECE:) (12645 [SAP ActiveAttention for on—premises
solutions M A3 —FICHT HCE] ZMTFL, SAP 2D ASD KON TEXCE | ox4 5% TSAp
ActiveAttention for on—premises solutions DA —FICBHTANE| IS BHOEKAZBITTE S
L DT, SAP 2B OB B REIH D EEEITHE S T SAP ICH AT 29I 2bD LT 5,

CUSTOMER REQUIREMENTS
& DB

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

[ESCE ] 12H55& lActiveAttention —E R | &% 757Dk, BRI TOTXTEITORITNIRE
2B,

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

a)  ERAMETFHEEN) TESTRTOYR— MG (77245, [Enterprise Support Bhx) I
[Product Support for Large Enterprises £t&] ) O WZHkEET 5

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

b)  Zofh,  EERHEFFERA) o GTC, [E3CE] . KO lActiveAttention H—EAD R =3 —F TR
HXE IESKHBHOERBEZEITT D

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

e) THR—=PRATFTa—)b] IZH-T, VE— MERK T —F 7 7 v R &M T 5,

GENERAL PROVISIONS

—#SH

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.

Bj@ SAL7- [Embedded UV Y —A(F, SAP XUFZZE D> SAP BIE S & D E FAZEKINTE D 5 I8 H ORI
W AR E AT 5,

To ensure efficient communication, the language for the delivery of ActiveAttention Services will be English.
Relevant information related to the individual ActiveAttention Services will be provided to the SAP resources
in English.

MBI aI =l — g VEBEEICTA-HIZ,  TActiveAttention H—E R | Z#fETA7- DD SEE
HEELT D, fHx D TActiveAttention Yr—VE A [ZBMRT 2 BIEEHRIL, HFET SAP U YV —R|THfkT
L0 LT 5,

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

BB S SAP oV V—2 (@ X7z Embedded V Y —R | Z&te) 2N, SAP OFZEFRMNSH Z D ASD
\Z#5< TActiveAttention Y—E R | OIEELZFEIET EHE01H D,
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5.4.

5. 4.

5.5.
5.5.

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

SAP $2ft3 % TActiveAttention H—ER|] DR a—F 1%, SAP [V 7 N =7 | ORI 7 BR L O
W b %E K9 5720, FBEICKD 90 HETE TO@ANC IV, 4 1 [ SAP 2L > CHERAFE SN D
BANB A, 7277 L. [ActiveAttention —E R | ODRAI—FIZBIFTAYEOEEN, %435 SAP [ff
FAMERFFHEEN ) WCEBSNZHEEEWNT lActiveAttention ' —V R ] OPFTRAI U T g 2{ToTD
FEEDONLESITIZH D SAP OBEFICKH L TH, WHAINAZ &ML T 5, SAP BAE 5.4 FITHE-ST
A2 —TEREAT I B AATIE L7258, BRARABEDEKHE CEXRWgGE, BEIL. Db Aa—
TERIC L > TEELZIT 5 FEE] 1265 TActiveAttention —EAD A a—FICT A 0E] %
fEBRT 5 Z LR TE, ZOMBRIL B 90 AR TR T 5, BED EitHIFMNICHERZ1Th 7220
A, USERITERICIDVAHE SN R END,

ActiveAttention Services will terminate effective the same date as:

lActiveAttention Y —E R | X, LFOWTNOOHEIC, TORIBEZHEHE & L TR TT 5,
a) any termination of the Support Schedule under the License Agreement; or
a)  MERMETFEEN) ICES THR— MRSV a—v) BT LSS

b) any Customer change in its SAP support (i.e., SAP Enterprise Support or SAP Product Support for Large
Enterprises) subscription to SAP Standard Support.

b) JAZEMNFD SAP V7R — K (SAP Enterprise Support <> SAP Product Support for Large Enterprises
) OV T A2 YT g%, SAP Standard Support (ZZEH L7284
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