SAP MaxAttention for on-premises solutions Service Description (“MSD”)
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SAP MaxAttention for on-premises solutions may provide professional expertise onsite and/or remotely to assist
Customer in MaxAttention engagement planning, governance, analysis and identification of potential business
improvement, road mapping and advisory on innovative technologies and solution architecture driving continuous
business improvement within Customer’s lines of business and/or to assist Customer in the handling of orchestration
and operations of Customer’s SAP on-premises solutions landscape, supporting transformation, implementation,
upgrade, and operations and innovation 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.

1. Definitions
B ER

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.
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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.

TEM EPIRER (595 SAP AT EAAERE  PRIER LIFH RHYIER TR (BF 8:00 2
T4 6:00) - 77 EE N SERAS I SAP IR g4k #hak K /2 SAP Premium ARES @4k e 3 @ [FEH
PR —(E SAP RBi{h{3 2 REIFEMIFAZ - (F A&t EIRGHE 2 25 -

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.
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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.
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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 for SAP Software.
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1.6. “Top-lssue” means issues and/or failures identified and prioritized jointly by SAP and Customer in
accordance with SAP standards which:
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:
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a) endanger Go-Live of a pre-production system;
fa B A ERT AT IEFEE 5 5

b) have a significant business impact on a Production System.
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2. SAP MAXAttention Services
SAP MAXAttention 7

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

SAP Nk

2.1.1. SAP delivers SAP Embedded Services as an onsite team consisting of the SAP support resources
(“Embedded Resources”) identified in an SAP MaxAttention 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 MaxAttention Services Term all as specified in the SAP
MaxAttention 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.
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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:
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21.21. SAP Lead Technical Quality Manager (“LTQM”) activities:
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a) Understand Customer's SAP Software solution, business processes, and strategic direction

TR R SAP WHSHRIATTE ~ SEB ARSI T 1A
b) Provide strategic  advice, guidance, and  assistance in the  following
RALTFIAE 2 RIS A - fa e i)

. Technical risk management/program management of complex Customer Software implementation,
upgrade, and transformation projects
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. SAP release & upgrade strategy that is aligned with Customer’s information technology (IT) strategy
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. Identification of areas for potential reduction in Customer’s total cost of operations and potential for
the optimization (i.e., continuous improvement) of Customers SAP  Software
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SAP Service Description for SAP MaxAttention for on-premises solutions (DUAL) zhTW v.3-2026



21.2.2.

c) Provide transparency for focus area progress including status reporting of jointly agreed key performance
indicators (“KPIs”)
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d) Develop and maintain mutually agreed Customer-specific MaxAttention Services engagement plans
B &Il 4 I [F] e E 2 & P RFERY MaxAttention IR 4 Bt

e) Facilitate the performance of the MaxAttention Services engagement plan including the coordination of
individual service deliveries and SAP resource staffing
fle#E MaxAttention [ & BiatEHVET - Hr EFE(EFIRE A HI 3 LU SAP ZIF A SRCE

f)  Assist Customer in defining monitoring requirements and strategy for key operations processes running
on SAP Software
Bh & P EF Y SAP WS ¥ T 2 BRFEE (FAZ Fr Y Ba P2 75 oK R Rl

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

Customer’s executive level
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SAP Technical Quality Manager (“TQM”) activities:
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a) Provide advice, guidance, and assistance with agreed to focus areas:
FHES TR E < SERE IR (e  FEE BN -

. 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 LIETIR ~ B SRRIZREA SAP XX T A (540 © SAP F:CHEI#E - SAP Notes Search
SAP Solution Manager (12£/))

. Integrated end-to-end application lifecycle management
R E i e AR A e B

. Integration validation of complex Customer solutions
BeBmEaEFRAITE

o Operate the SAP solution more efficiently
e SAP R 2 2 AR

o Accelerated innovation for  custom built  solutions and rapid prototyping
IR AT 2 S B 5 ZE R R R A A fE

. Solution availability management, monitoring, and performance
fg T T FIME T~ BEFE KRR

o Risk mitigation plan(s) for critical maintenance issues
B R A R L B 5 -2

o Incident reduction and/or avoidance
SRk DR B

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

of SAP Expert Services hereunder
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c) Provide periodic status and risk reporting at Customer's project management level
M FEZEEE R e R E bR S

d) Manage quality gates for selected focus area projects
BT R R R R
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2.1.23.

2.2.

2.21.

22.2.

2.23.

SAP Enterprise Architect (“EA”) activities:
SAP {i>SEZRHEAT (DU FE TEA ) JEE)

a) Understand Customer’s SAP Software solution, business processes and strategic direction to assist
Customer in developing a to-be architecture design

TR Y SAP SRESHEATTE ~ SRR AEMISRIE JT 1A - DUER B & P B SRR S
b) Align the Customer’s architectural strategy and roadmaps with the SAP solutions and platforms strategy
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c) Provides advice, guidance, and assistance in the following areas
RN YIS B - RS R
. Architecture for key programs
=GR
. Documentation of system landscape including solution, application, data, and integration architecture
IR SO HP RS TTE - TERRES - BRI G2
. Customer’s establishment of an architecture governance board
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d) Support LTQM to facilitate, where appropriate, the performance of SAP Expert Services including the
coordination of individual service deliveries and SAP resource staffing
% LTQM DUE(R#E (575 H) SAP Expert [RBsHIE(T » Hop EfEEFIRA A (FH1 SAP YR A SiCE
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e) Assist Customer in coordinating, tracking, and reporting SAP architecture roadblocks, pain points and
mitigation

All SAP Embedded Services will be coordinated with Customer's Engagement Manager. Changes to the

scope of the SAP Embedded Services may be made upon prior written mutual agreement of the parties. Any

such changes to the SAP Embedded Services will in all cases only relate to SAP Embedded Services and no
other type of SAP services.
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SAP Expert Services
SAP Expert g7

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 MaxAttention
Services engagement plan, for the quota of SAP Expert Services days per Period during the MaxAttention
Services Term specified in the SAP MaxAttention for on-premises solutions Scope Document to an Order
Form (“Expert Services Quota”).
SAP G IEH EER RN » (KEEEN MaxAttention % T EhstEE T H SAP BLIZ SRTAE » ia] i ERY SAP
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Within the Expert Services Quota, Customer will be entitled to choose any standard SAP Expert Service from
SAP’s then current portfolio of SAP Expert Services. A listing of SAP’s current SAP Expert Services for on-
premises solutions is available at http://www.sap.com/maxattention-service-list.
£ Expert fRFBECEAN - & FRFA RENE SAP Expert i 50 ScifeH & B (T {T AR SAP Expert iz - SAP H
il SAP Expert Ak (8 A NS 07 2%) IS B TR NI HEEfS © http://www.sap.com/maxattention-
service-list -

To schedule SAP Expert Services, Customer shall contact the LTQM assigned or designated Embedded
Resource. SAP requires a minimum lead-time of 5 weeks for scheduling SAP Expert Service delivery requests.
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2.24.

2.3.

2.3.1.

2.3.2.

If reasonably possible for SAP, SAP Expert Services may also be scheduled based on short-term needs and
according to arising project requirements. SAP will calculate the estimated days for a requested SAP Expert
Service based on Customer’s information and requirements. This estimate will include preparation and post
processing activities. The days used for an SAP Expert Service will be deducted from the Expert Services
Quota, where applicable. No time will be deducted from the Expert Services Quota for travel time. If Customer
postpones or cancels any already requested SAP Expert Service less than 3 weeks before the start date of
the SAP Expert Service, SAP may deduct already rendered days from Customer’s Expert Services Quota.
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Customer shall define a project team and make sure that the relevant contact people are available for the
duration of the individual SAP Expert Service deliveries. Such Customer project teams should be staffed with
Customer’s IT Project Manager, concerned business process owners, system administrators, active users,
and the persons who are responsible for the implementation of the respective core business processes. The
agenda requires the participation of some or all of the Customer project team. Prior to an SAP Expert Service
delivery, the Engagement Managers will:
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a) agree upon a more formal agenda for the SAP Expert Service;
FAE SAP Expert lRHYIEZ GRS ©
b) the required involvement of Customer’s project team members; and

FEEEEEZRRENNESEANS 5 DU
c) identify any prerequisite SAP Software for the performance of the SAP Expert Service.
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SAP Expertise on Demand
SAP FEEEFIRIH

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 for SAP Software; 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 for SAP Software.
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EoD Services will be provided during Normal Business Hours for the quota of EoD days per Period during the
MaxAttention Services Term specified in an SAP MaxAttention for on-premises solutions Scope Document to
an Order Form (“EoD Quota”).
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2.3.3. Toengage 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.
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2.3.4. 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.
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2.4. SAP On-Call Duty Services
SAP On-Call Duty fig#5

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

SAP On-Call Duty flz# o] it 25 S H% SAP SCERAHMN Z s A - DUE B SR 2 P T HE R B
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24.2. An SAP On-Call-Duty Services session is:
SAP On-Call-Duty iz T/EFSE A4S

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

b) Monday to Sunday starting 20:00 and ending 08:00 the following day in Customer’s local time zone.
EH—ZEHH T4 08:00 Z k4 08:00 (A% S et @ 2 fEH ) -

2.4.3. To schedule SAP On-Call Duty Services Customer shall make a request in writing to the LTQM or the
designated Embedded Resource. The scheduling of SAP On-Call Duty Services is subject to 5 weeks advance
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2.5.

2.51.

2.5.2.

25.21.

2522

notice.
FEHHE SAP On-Call Duty fiR7% » FFELER 7% LTQM SHEIROIA#RE TRFEHZK - SAP On-Call
Duty AR 2 HERZRER 5 RISl -

SAP Service Level Agreement
SAP [R5 e itk

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

BER R < Se Bt T E f SAP MaxAttention flw#5 G hiyoclf: - Bl SAP 5 SAP Enterprise Support #4772
R S %2 SLA -

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 MaxAttention 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.
HINETIEE 1 SAP MaxAttention (% FH > A B0 8 Z il R U5 28 #alE SR AS 2 2% P48 ~ 247 ID (LU
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SLA for Initial Response Times:
PIHAIE FERSREY 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.
1 /NIFAEIRE - SRS IEH B G iE i B s 2 12 IR Wi RS eE S 2 B T RO A IR (R
AIRZSBHEHE BB 1 - BEEHEER TYIERATER © 28teetlE - £% SAP TigE#E
il SRR R - AR R R i 2 R e I -

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 2 Sk (LUTHE /&, ) @ SAP FERYBEE (SAP &t BTN B5EIHRE 2 & 4 /NA[E
J& - HIEHEBRL G HERE » WL EFERAIER EE - ARZSRERE RESTIER 2 - HWHEE
IR AR AER TR 2 o/ S AR R FR DhRE 3% A S SR oA A

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.
WBHIEBSCNEF R Z &R » 5525 SAP HYE 532490k I SAP Notes EDflE 1 T2 (Y SAP 5E5T
67739 > 4ghk4n T : hitp://support.sap.com/notes -

SLA for Corrective Action Response Time for Priority 1 Incidents

By 1 BEFHE EB(EEIERF ] 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 JERPEE (R 2EEIR) ATAUESIER 1 SO0 4 BN > S P EI BT 1 BOARAMATTE -
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2.5.23.

2524

2.5.25.

2.5.3.

2.5.3.1.

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

EIFETEIE R EEBFHEEE S - IHEFET B

a) status of the resolution process;
fERJORAZATIRAE 5

b) planned next steps, including identifying responsible SAP resources;
Pl 2 @V B - BIETEHAR . SAP EF

c) required Customer actions to support the resolution process;
T FEh e DU R

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

TEFTREZ RIS » SAP fTEIfHEZ Hill &

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.
SAP T T IGIRRE R HY HHAFING [ - 12 @EHIRRE S ¥R B ARSI Bl A A ER AU TE 2 - Pl &Ry
REPTER » DU —ZGIRRE SRy H BAFIREE] -

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:

FEIEBHIERT SLA E75 K SAP BRI FRFABE RN RS0y (DUNFE T BRBHIRERE ) ) - PRERIG R BRIk Ry
TEFENE ) BT SAP SRR FE ) AR > Ho

a) the status “Customer Action” means the incident was handed over to Customer; and
P& FEME  IREHIEC SR EREE S - DUk
b) the status “SAP Proposed Solution” means SAP has provided a Corrective Action as outlined herein.

TSAP BRI TTE | IRAEMGHE SAP CHRHEA ST ATAAT 5 EEHE -

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.
AL 4 /NIFHIBR IR > AT & IEENERY SLA @ SAP $RHEI T (T SAP FREEIA T ) RRE) -
JEFE TS ESEETE - B0EE F F B R R A ESEIRF E4R -

Prerequisites

TR IRIT:

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

SLA RHETERTASEMR G TYISCARER: > JTREMA -

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”;

TTRRAARE - H SAP REE M EIRRRERE A T R 2IREIMIHE

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
HFERZ P £ SAP Solution Manager (1i:3£07) £ SAP EIRF SRR B S8 E i LSRR - Al
FAfEFP & SAP B &R RAUTEIATREAVHBIFEAE R (40 SAP GEac 16018 BURAKIE SAP &EiT
16018 HYE(T SAP FEECATHL) ¢ LUK

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

Extended Maintenance.
EETEAT T A S (4 2 EE Y 0 A7 SAP $RESHYE M THRAERE -
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2532

2.54.

2.5.5.

2.55.1.

2552

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

HRESEIER 1 B0 ZPOURE YIS R

a) the issue and its business impact are described in detail sufficient to allow SAP to assess the issue;
N RS 22 AR il il - e LIGE SAP SHER4REE -

b) Customer makes available for communications with SAP, 24 hours a day, 7 days a week, an English
speaking contact person with training and knowledge sufficient to aid in the resolution of the Priority 1
incident consistent with Customer's obligations hereunder; and
& ATl (R R) HHEATE R BB F e AaaIbas A - (ERZSCH SAP (T H » DL
(EERRRMBSEIER 1 E0h b SRS SAEASE TS T B HATRIIGE) © B

c) a Customer contact person is provided for opening a remote connection to the system and to provide

necessary log-on data to SAP.
RBIRGRSRERBELG - CREES PGS AR LSS A& KT SAP -

Exclusions

FRIMAML

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

YRR AR NEY 1 4 WAEETE SLAW

a) incidents regarding a release, version and/or functionalities of 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;
BRI Ry P B SHAR S TRROA ~ RO S/ SRhRe Y S (BIFEEARTRES © SAP = SAP Bf{A{b3ERZHY
STHCA ~ WA Se/20TRE) » {BEF SAP B# TIF&his 2 BaT RS

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
e B S TR ARV TR ~ SR ThRs SUE UV R S & A BRS04 - FE T HAHERRRR - BIEiELt
BUZR /M AR SAP 2 SAP BR{ARSERTEIL# - JRE ¢ DU

c) the root cause behind the incident is not a malfunction, but missing functionality (“development request”)

or the incident is ascribed to a consulting request.
EOIURARRACI LS - MEshRest (AT TBEEEK ) ) B rR RN K -
Service Level Credit
i E = Eisinl

SAP shall be deemed to have met its obligations pursuant to the SLAs as stated above by reacting within the
allowed time frames in 95% of the aggregate cases for all SLAs within a Calendar Quarter. If Customer submits
less than 20 incidents (in the aggregate for all SLAs) pursuant to the SLAs stated above in any Calendar
Quarter during the MaxAttention Services Term, SAP shall be deemed to have met its obligations pursuant to
the SLAs stated above if SAP has not exceeded the stated SLA timeframe in more than one incident during
the applicable Calendar Quarter.
# SAP RLHEFENZFTA SLA » R sty HEE A S 95% HISL s i EH[EIfE - BIFER Ky SAP B4k
bt SLA FUEIRITH R - BH&E Pk Lt SLA BUER MaxAttention JRiHEARI 2 (LM HEZREN SHEFTH
SLA > #48180) s iy S/ i 20 4 FETR B SAP TUK Ll SLA IS BT HET » BiteE SAP i E
H B2 AR 4 2 B E L B FEAYI ] - 29088 Bt SLA IFfa&aE -

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:
R RIS 2.5.5.1 RZHBUE - BEATFE SLA IR (BLN AR TSLA KRGS, ) » RIEET T HIREAI
EAREFP -

a) Customer shall inform SAP in writing of any alleged SLA Failure;
P IELLE IR SAP (L[ H R 2 SLA KRG 5
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2.6.

2.6.1.

2.6.2.

2.6.3.

2.6.4.

b) SAP shall investigate any such claims and provide a written report proving or disproving the accuracy of
Customer’s claim;
SAP JEFHE FLEZNT - WAL TR BHEHERN R PR B E RS

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;
g 1A SAP RALEHEIRAE - DU IRt SAP 51 SLA BUEHIMBEEAER

d) subject to this Section 2.5.5, if based on the report, an SLA Failure is proved, SAP shall apply a Service
Level Credit (“SLC”) to Customer’s next MaxAttention Service Fee invoice equal to 0.25% of Customer’s
MaxAttention Service Fee for the applicable Calendar Quarter for each SLA Failure reported and proved,
subject to a maximum SLC cap per Calendar Quarter of 5% of Customer’'s MaxAttention Service Fee for
such Calendar Quarter;
RASLES 2.5.5 R HUE » e iz H SLA REGIRL - SAP JEHZ S~ —2HY MaxAttention 2 15552
PR BRI (DU TSLC ) » BHRATA & & BLEE AN SLA LRGN » & FHnliiE 2 H
JEZRE PR HAR E 0 % P 1Y MaxAttention iz g FHEY 0.25% - MEfEE 7 & HERRE 2 SLC _EfREE
IR =R %5 HIE RS N B 26 AT MaxAttention 52 HHY 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;
FEER A SLA KBUIR Z HIEFEE R 1 [MH A - FHE(T SLC K1 SAP -

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

g) The SLC stated in this Section 2.5.5.2 is Customer’s sole and exclusive remedy with respect to any

alleged or actual SLA Failure.
% 2.5.5.2 ATt SLC R Fut T BB IS SLA JBOIR 2 i — ~ BERUE -
SAP Root Cause Analysis for Custom Code

SAP HETREREBAVRE AR R 547

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 MaxAttention for on-premises solutions Scope Document to an
Order Form that are submitted by Customer in accordance with Section 2.5.3 above.
ST SAP B TR BME P EETI2ZE - SAP &fRIE55 2.5.2 {&AT#E; SLA T » $HHE P kE L
U 2.5.3 (FRAUE A B THE H 7 SAP MaxAttention (8 Jy> PN ER Bl Z il A 5 28) #EESUF Ry 2 & P22
SID 1457540 EAERARVIECIE 1 FHBSLIER 2 B - IREMEBRASE SRR TR o4 - EING IR AT REdR
HR T2 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).

B baliss 2.5.3 fiRflt SLA 2 S éetbah - HEULE] SAP B ETRR BN ARR SR - £ FEMEETRER
WSV SAP HYSHTEEE T LIGCE: COFREFMERL - SB2RLI T4

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

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

s RE(HE AR ECIEY 1 B0 G R IREHERY SLA BUE -

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.

e o HE TR REEAYER T E 25 - SAP BETREASAVRARE ST R ERE & P oy E TR AR 1E
BE - NIEEESEE AR -
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2.7.

2.71.

2.7.2.

2.7.21.

2722

SAP Premium Service Level Agreement
SAP Premium 275 e & i

SAP Premium Service Level Agreement (“PSLA” or “PLSA’s”) is available as a component of an SAP
MaxAttention Services engagement to customers who are subscribing to SAP’s Enterprise Support Schedule
to a License Agreement or as a component of a MaxAttention Services engagement. PSLAs are in addition
to the Service Level Agreements provided under an Enterprise Support Schedule to a License Agreement of
as a component of MaxAttention Services engagement.
SAP Premium fis/gak ik (DL TRE TPSLA =t TPLSA | ) mIHRHL(E R iS4 SAP ) Enterprise
Support HA4liZR 2 ETRd% = #Y SAP MaxAttention K75 GBI » SfE K MaxAttention AR A BIHYITHF -
PSLA (RIFIIFEHANE & 4IFTHT Enterprise Support BHAHZRIE (2 i@ sk iinag - {F F MaxAttention 5 58l
AT -

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 MaxAttention 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.
HRETHEE T SAP MaxAttention (I EIERZE T 28) MaEDLIRRRY 2 % P 22ie ~ SID FIZ&HRSH &
T PSLA &G RHEI T FTA SAP #5238 R BIRIIRFF 2 ~ 3 B¢ 4 (EFRE R SAP GEaC 67739) AT & A STk
TRV PR o 1055 PSLA KAt &2 T BRI S5 —(E e 5 H B R ERIB AR

PSLA for Initial Response Times:
IAAEERF Y 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.
TBSENER 2 B (LU 5 ) © SAP JERREHE (2 KB 2FMIK) BRI 2 BFE 2 /N E LS
TBSENER 2 B - BIEWEBR S ZFIMELE  WHENEFEMEAIEREE - AL B E BB
Fr 2 o RIE S ARREA - AR BT TATI S 5 R B T AR AR DA 58 A R B AR -

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.
BSEIEFE 3 S (LUTHE "o ) © SAP JERE M EIIR N BEEEIHT 3 £i-& 4 /NN EIEEIE
FlEFF 3 B - ARIEHEB LG ZEIE - WEIFEAE BESIER 3 - MBHER TR BRI
RES AR SREA BRI AR -

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.
BT 4 E0 (LUTHE "MK ) © SAP JERNE T IR N BREELIET 4 E0-& 8 /NS EIFESIE
Fellfife 4 B o EBRAFHIEREB R FEi DR AR S - MBI E HESTIRF 4 - FREER
THRE S AL SRR B AIR (R - M DhRe AR L A EUR D -

PSLA for Corrective Action Response Time for Priority 2 Incidents

(RSN 2 SRRy R RSN (F el E 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 27),
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2.7.23.

2724

2.7.25.

2.7.3.

2.7.31.

SAP & ith LR RE R FRUESCIEY 2 F(F& - fER 3 [ TIEH NS EEITIEY 2 SRR
T ~ INIEB s A )7 A et TH] (DU TS IEBNE 5 ) (DUT i T ESEIEF 2 AV ESNE PSLA ) -

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

EIFFETEIRE R B IEENE - IEIEE R s -

a) status of the resolution process;
fg R A2 HTIRAE 5

b) planned next steps, including identifying responsible SAP resources;
Friidl 2 (e @08 - BIETETHEAE Y SAP & |

c) required Customer actions to support the resolution process;
REE PEE LR IORAR

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

FERTREZFRIEN > SAP TTEITRE Z HI K&

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.
SAP HEFT TN IGIRRESE M HY H BAAINFRT - 12 SHIREE RS2 H Al R (TR AU TE) 2 22 - P &Y
REPTER » DU —ZGIRRE SRy H BTN -

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:
SHEHESEIET 2 SBRAYE EEHE O RS PSLA {£RR(F SAP BB S(FIFHRER RIE( (US| pRERY
B ) - EEIFR A EIESERER T & FPEIfE 5 T SAP SRS TTE ) AN - Hop

a) the status “Customer Action” means the incident was handed over to Customer; and
FZFEIE , IRBGRIECRSEREGE S 5 DUk
b) the status “SAP Proposed Solution” means SAP has provided a Corrective Action as outlined herein.

TSAP ERMEATTE | IRAEMHHE SAP CHRHEA ST AT 5 EEHE -

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.
EBSER 2 SRR EIERTE 3 (B TIEH ST « SAP BEEAEL )7L - RIEHEE/FEstE s SER PE
B EEAFRESTIER - AR AEA SRR 2 HAYEES)E PSLA -

Prerequisites

TR IRIT:

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

PSLA EERAFTE TSR - 5T a8

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”;

TTHRAARE - B SAP KH I BRI " A2ZRHHE,

b) incidents are submitted by Customer in English via the SAP Solution Manager Enterprise Edition in
accordance with SAP’s then current incident handling log-in procedure which contain the relevant details
necessary (as specified in SAP Note 16018 or any future SAP Note which replaces SAP Note 16018) for
SAP to take action on the reported incident; and
H e 7 A #E SAP Solution Manager (131 Wik SAP E G S F iz HUE # 2 Fp DI SCHESE » FilBAfE
FrEl& SAP i S ERETTEIFT R AV ARG T & AR (20 SAP #1150 16018 BAAGK A SAP 515T 16018
HIFEAAT SAP sEECHTHL) 5 AR
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2.7.3.2.

2.7.4.

2.7.5.

2.751.

2752,

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

BIFESAL TR GG SO 4 2 FEE Y - WEL SAP SRASHYE Sndd  THUAA TR -

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

HINMBSRIRRT 2 B » BP0 T SRR MY SRR -

a) the issue and its business impact are described in detail sufficient to allow SAP to assess the issue;
B R B B PR BRI st it - e DUGE SAP sHEZ R -

b) Customer makes available for communications with SAP, 24 hours a day, 7 days a week, an English
speaking contact person with training and knowledge sufficient to aid in the resolution of the Priority 2
incident consistent with Customer's obligations hereunder; and
& ATl (R R) HHEATE R BB F e AEaIas A - (ERSCH SAP (T8 » DL
(EERRMBSEIER 2 R B SRS SAEASE MRS T B HATHIIGE) © B

c) Customer contact person is provided for opening a remote connection to the system and to provide

necessary log-on data to SAP.
RBHIRASRTER L - EARME PRGN EE A& KT SAP -

Exclusions.

FRIMRIL

The following types of incidents are excluded from the PSLAs:

YRR S AR ESE PSLAA

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;
BN R & FRHEEHT SAP WSS TAA ~ MA R /BRE IR (BFE(EATRIS © SAP B¢ SAP Bi{A{E
FRESHVEATIRA ~ A K/EIhRE) » (B F SAP B TIEGRI# 2 BETREBERS) 5

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;

Bk nl RS (ER FEAVIEIITTAR ~ S SRIDEE SUE UV B R MM ARCAAR BV R0 - FETIAREDRRR - RIfEIELE
BUZ /A R AR E SAP 2 SAP BRI SERTEILE > JRFE

c) the root cause behind the incident is not a malfunction, but missing functionality (“development request”)

or the incident is ascribed to a consulting request; and
FERIRA R RN - i Teethk (DU T BHEEK ) ) B TR K DUk

d) all incidents regarding third-party products made available by SAP.
SAP Friz{fsE =7 E I Fr A tHREF: -

Service Level Credit

AR5 g 4R

SAP shall be deemed to have met its obligations pursuant to the PSLAs as stated above by reacting within
the allowed time frames in 95% of the aggregate cases for all PSLAs within a Calendar Quarter. If Customer
submits less than 20 incidents (in the aggregate for all PSLAs) pursuant to the PSLAs stated above in any
Calendar Quarter during the MaxAttention Services Term, SAP shall be deemed to have met its obligations
pursuant to the PSLAs stated above if SAP has not exceeded the stated PSLA time-frame in more than one
incident during the applicable Calendar Quarter.
& SAP LHEREAZATA PSLA » R iy aiE At 95% WyGea B (EhaIfE - BIER R SAP E
fie it PSLA #UEBITHFR - FF ik [t PSLA 35 > MaxAttention i #ART 2 (140 HIEZRE N (B EfFT
H PSLA ZdafEi) FresXayE i/ Dit 20 {4 - FERL R SAP Bk Bift PSLA FUERITHSTS » AiteE SAP
R E HIE IR S B E R BB - S50 Filt PSLA ISR#E -

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:
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2.8.

2.8.1.

2.8.2.

R EFESE 2.7.5.1 fRZHUE - BARE PSLA ZHH#EE (DUT 050 TPSLA KRGIRIT ) - IR T51#
llli=y S35

a) Customer shall inform SAP in writing of any alleged PSLA Failure;
F P ELLE A SAP (L[ H A 2 PSLA JKAGIR |

b) SAP shall investigate any such claims and provide a written report proving or disproving the accuracy of
Customer’s claim;
SAP JEFHE HAHZRE - WHR AL nT I BRI & P R A S s

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;
FFEFSIA SAP fRULSHEIGE) - DI IE(T [/t SAP <y PSLA #E B MEEGEFF

d) subject to this Section 2.7.5, if based on the report, a PSLA Failure is proved, SAP shall apply a Premium
Service Level Credit (“PSLC”) to Customer’s next MaxAttention Service Fee invoice equal to 0.25% of
Customer’s MaxAttention Service Fee for the applicable Calendar Quarter for each PSLA Failure reported
and proved, subject to a maximum PSLC cap per Calendar Quarter of 5% of Customer's MaxAttention
Service Fee for such Calendar Quarter;
IRASLEE 2.7.5 RZHE - HHE mTagH] PSLA EHGIR - SAP JE# % =~ —2Hy MaxAttention # &%
SRt Premium IRFSIEHIEIT (LU TPSLC | ) » HIAFTAE LB & BEEIIN PSLA KHGIRL » &5
MR EE 2 HIEZREAIRITEAEE 1% 20 MaxAttention R #5# FHY 0.25% - ME(SEE ST HIEZRAE
Z PSLC LE[RME » JRENZ FHAe% 5 HIE S AR % nl KA1 MaxAttention 52 FIHY 5% ;

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

ZPEATN#AE PSLA ERGIR 2 HIEFEERE 1 (EH N KiFTA PSLC A1 SAP -

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 AR ESAHER PSLC » BrIEHUE]% P PSLC fR i &HREE 2 HHEA DU

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.
%5 2.7.5.2 fRfTiEZ PSLC Fy¥i% PRl E B R sE I PSLA LHGIRILZ e — ~ FBROR -
SAP Accelerated Incident Management (“AIM”) Services

SAP Accelerated Incident Management (DL % TAIM | ) iR

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 R E IR A R — 2 2T BF 8:30 TR 5:30 - fEfEFHL SAP SZIRAAGN AN (LUTTE
TSAP HWEHEE | ) HEETEEASUEREIRE P RELEAZ SAP SRELTTERNES:
NEFF 1 FHESCIERF 2 SEZ a8l - RINTERLIR - SAP HEHUEH 8 75 RN & E5 % 6 HAET -

The SAP Incident Manager provides:

SAP B B2t

a) incident activity and status monitoring for Priority 1 and Priority 2 incidents;
BSLIER 1 FIBSEIER? 2 AT SEEENRRRR R |

b) trend reporting of Customer’s incident situation on all incident priorities of selected systems;
PHEEEETE 2 RRHIFTE BB R PRI B8

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

BHEEREFRRE LIFIEE DUk
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2.8.3.

2.8.4.

2.8.5.

2.8.6.

2.8.7.

3.1.

3.2.

d) periodic remote meetings with Customer to review the status of Customer incidents.
B e HE TR B G 3k - IR R P E IR -

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 untili the earliest of the following:
IEAh - SAP R AL —%4 SAP SCHRAABANRVE RIEIVE T B - A BTS2 B2 A E R T e
N (CUTE TESREA ) ) EEEESLIER 1 S0 - EAENEE BRI P HEHEHET 1 B
FRHFDRIERLT 1 /N SERL « B PGS GRIBEE RV RE N E T & - H E(ERIRAF S 2 MR T YIER
il (U488 )

a) resolution or workaround of the Priority 1 incident;
BIIEFE 1 SRR T RS MR T2
b) reduction of the incident priority level to a priority level other than Priority 1; or

BN AR R I RESRIET 1 AV EAM BRI R 5 5

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

BTEEAN-HEERERE SAP fEIR A BHIFEIR ©

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

AIM 55 8 B FH B 7% A £ B4 s (4 2 SRR - N8 SAP SRAGHYE Sndd T ThRASHH AR/ -

AIM Services will be provided solely for the select Customer installation, SID, and system number
combinations specified in the SAP MaxAttention for on-premises solutions Scope Document to an Order Form.
AlM RR7% 2 $2HE - FHE B ETIREY SAP MaxAttention (I PERERZH# T 3) HEDF P Afe € 2 15
Hiryss Fededs ~ SID Ml AR #sisi &

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).

Z5 AIM Hsg A\ 2 s AR (R BT S A B EE5RE) - AIM IR RHE T e ERE F AIM
Brag A -

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.
TEREHAINT AIM IRFSI - 70T AIM Bié& A RAEIRAY SAP EfEH B ELE AR 1 S 0ieEIm E 5% -

Engagement Management

HEEE

Each party shall designate an Engagement Manager. SAP’s Engagement Manager will be the assigned
LTQM. Customer's Engagement Manager will be English speaking and empowered to make necessary
decisions for Customer or bring about such decision without undue delay. Such Engagement Managers shall
cooperate closely with each other to administer the terms of the Agreement. MaxAttention Services performed
by the assigned SAP resources will be coordinated with Customer's Engagement Manager.
BT EENEEIRO B - SAP Ay G BhECHIRIpR Ky 2 H5IRHY LTQM - B S G Bl fEimesss - HAMH
REFF ML LEAR RN EESREARZ BT - S ER LTV SFEELIK - s
JREY SAP EFFTIETTHY MaxAttention st EEA S Sy B EhECHAET T3 -

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
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3.3.

3.4.

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:
ISk #7785 A EAE MaxAttention [RESHIRIEMIERTHE@H U T T EEE%, ) - 2ETYEHES
R/ VBT Gk AR & D7 R ESE - B EE G2 HIENIRIBERTT MaxAttention i
EIRREARB ~ 5TamBLIL [E]RE E Fy 2Rk MaxAttention fRs 2 H IV & BEBRIUE — D81 - SRGHEHR TR
SRR IR - B EATRIY THINE
a) An evaluation of progress under the MaxAttention Services program compared to the agreed to key focus
areas, KPI's and the MaxAttention Services engagement plan;
i MaxAttention fl st M1 THERERTAL - G RFETAG 45 SR P i BH SR AR BESHIEL - KPR MaxAttention [z
g EhatEErThE

b) Identification of risks and/or delays that may jeopardize the performance of Customer's SAP Software

solution including risk mitigation recommendations;
oAl ATRER (R = SAP SREGHR IR T 25 RERY B I/ SAERRA B L - T8 b ek e 5k

c) Implementation of recommendations;
HEREE

d) Discussion of open issues and any change requests from either party; and
SHPRARMEEME— VTS AR Z B R T 5 © DA

e) Relevant details regarding project organization and planning.
B AH SR B B AHRRR R DR -

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.
GRS Rt SAP OENCH AT - AT GE P L BEEETERS - BE P L BECREE %
Fapdte 30 ETIEHARMERTRIREERE - iR EANEEEEGHK ARG RE POz s - &
T EENELGE R & M i S B 550K I3 T A RA DUERZ AR BB -

SAP Cloud Governance
SAP Cloud &

If Customer has subscribed to SAP Advanced Success Plan and/or SAP Max Success Plan, the Success
Expert(s) will be included into the MaxAttention Services engagement management governance [i.e.,
participate in Executive Meetings, coordinate activities with the designated Engagement Manager(s)]
described in this Section 3 during the term of the MaxAttention Services and for so long as Customer continues
to subscribe to SAP Advanced Success Plan and/or SAP Max Success Plan.
EZ P EETE] SAP Advanced Success Plan K/5; SAP Max Success Plan - £ MaxAttention A #5HAR] A€
IR AN AR 3 fRHfTait . MaxAttention fz#s O S HUAEE S [JRE] - S8 FE &% - Bl ERT T EEK
R EREE) - AR R P& ETE] SAP Advanced Success Plan F/5i SAP Max Success Plan -

The cooperation of any Customer’s third-party consulting partner(s) (“Customer Partner”) is critical to the
success of the individual MaxAttention Service engagements. Customer shall ensure that such Customer
Partner will comply with Customer’s responsibilities, this MSD and any SAP MaxAttention 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 MSD and any SAP MaxAttention for on-premises solutions
Scope Document to an Order Form.
(EEEFRE =I5 mE R E (LU TEREEBMA ) ) Z & FERIGEER] MaxAttention R T BIREE K
EREY - BEERRZER PR EEETZ P EE - A MSD MIFTHEER{TE(] SAP MaxAttention
(IR N EREZ R A T 5E) MRS 2 HUE » B RS SAP {iiAx MSD MIZTHEELH1{f:{:] SAP MaxAttention
(B> NERETZ A T5 28 MBI 2 BUE B T H 7 - JEY SAP {2t G BORIFEE &1F -
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5.1.

5.2.

5.3.

54.

5.5.

Customer Requirements

EFHEXR

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

R TG B R MaxAttention B > ZE A ¢

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

it SAP B b REL W8 (TS 722 FH (J1EN ¢ Enterprise Support Z F sk Product Support for Large
Enterprises #H) ;

b) otherwise fulfill its obligations under the License Agreement for SAP Software, GTC, the Order Form, and
the SAP MaxAttention for on-premises solutions Scope Document; and
i< SAP HESTZMEGEY ~ GTC ~ ZTfEE L SAP MaxAttention (&I EIER I 7 28) HIE U 51TIR
TTHFEE IR

c) provide remote connectivity and data access in accordance with the Support Schedule.
& PRI PR B4R 2 MUE SR A i E 4 K A RHE A -

General Provisions

— iRk

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.

FRIRHI P BRI A RE S22 LB SAP BCHEA SAP BE(A (hSERT %28 2 (B8 & &Y P E B IE 1 R -

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

st e Z AR BRI ASE S it 4 SAP &I -

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

fEIREY SAP HE (BHEEIRAINIRER) FIREE R E AR SAP HF A = #ITASC 1Y MaxAttention [ EH) -

The scope of MaxAttention Services offered by SAP may be changed annually by SAP at any time upon 90
days prior written notice to reflect the continuing development of SAP Software and technical advances and
provided such changes in the scope of MaxAttention Services are applied to similarly situated SAP customers
subscribing to MaxAttention Services in the territory as defined in the applicable SAP License Agreement for
SAP Software. 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 SAP MaxAttention for on-
premises solutions 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 13HEFRHERT 90 HasHEHmEA - HHPTEALZ MaxAttention s EHEITH T » DI SAP #ifg
IR ERA S BRI - {HRTIEZE MaxAttention IR #5#aEH#ErT 2 AR - KH{EH] 2 SAP #AS SAP %
HENTIES - EAE PR e EAE OGS TR MaxAttention iRy SAP %= - & SAP BEE(REE 5.4
PR E BRI - B P IERE S EEE - HAMIEA 90 HHRIEmIT » £ 152 b % fa B8 5 A0
B FMETHERERT SAP MaxAttention (AR AET SRR T 2) BESUHE - & P AREZIER N IE - HE
BRI AT R SIS -

MaxAttention Services will terminate effective the same date as:

MaxAttention IR - F1AE ] H BELL 145 -

a) any termination of the Support Schedule under the License Agreement for SAP Software; or
i85 SAP SRASTE G4 E S I SZ IR GRS © 57
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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.
2T SAP Standard Support.ffif& SAP % (JRE[] SAP Enterprise Support 5 SAP Product Support for
Large Enterprises) &4 {(f—% RS HEE -
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