SAP MaxAttention for on-premises solutions Service Description (“MSD”)
SAP MaxAttention for on—premises solutions Y —YRXDORHNEMH ( TMSD] )

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.
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1. DEFINITIONS

L. E

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.
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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.

1.5.

1.6.

1. 6.

21.
2. L.

2.1.1.

2. 1.

1.

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

a) ABBETS AT L0 TABRM) ([CXEE2E 72T b0,

b) have a significant business impact on a Production System.
b)  TABMBIL AT L] [CHERKREVRR LOFEEZKIFTHO,
SAP MAXATTENTION SERVICES

SAP MAXATTENTION #—ER

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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SAP Embedded Services
SAP Embedded $—t &

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:

2.1.2. WFHIIEC T, BB SN TEmbedded U Y —AJ ICKDIERIL, M FEOMEOGEIHEVFHESE T 5
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2.1.2.1. SAP Lead Technical Quality Manager (“LTQM?”) activities:

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

e)

f)

f)

9)

g)

SAP V= RT 7 =N A VT 4 =F—V%— ([LTQM] ) O{EH)
Understand Customer’s SAP Software solution, business processes, and strategic direction
%D SAP V7 "7 VU a—ay, EVRRAT R R OERISH T e L BET 5,
Provide strategic advice, guidance, and assistance in the following areas:
WOFEITONT, B2 BIE ., 18, ROZEEZRET S,
Technical risk management/program management of complex Customer Software implementation,
upgrade, and transformation projects
BED V7 No=7 ] OFMRIE 7y 77— K, ROERT Y 27 MBET 5, Bl E
DYV AIEBR/Ta T h<wRx—V AR
SAP release & upgrade strategy that is aligned with Customer’s information technology (IT) strategy
BB OEHBAMN (IT) ¥ERZIZIN > 72, SAP DU U —2ZAJNT » 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
B DFRIEF =2 A N OWLERIHINGER, R OWED SAP [V 7 bu =7 ) Ok (T2 bk
HISE) D ATREMEDRFE
Provide transparency for focus area progress including status reporting of jointly agreed key performance
indicators (“KPls”)
MHICABE SN FEFHEERE KPD ORXT7T—X 2WEEET, EaoHOESRIICET 2 FMH®
DEI
Develop and maintain mutually agreed Customer-specific MaxAttention Services engagement plans
FHEICRE SN2, BEEA O MaxAttention h—ER | =27 —T X2 MHRIORE & HERFEH
Facilitate the performance of the MaxAttention Services engagement plan including the coordination of
individual service deliveries and SAP resource staffing
MaxAttention H—vRA|] T2 F—TU A N OERBEOHERE (Hlx O —E2AFE[R N SAP DV
Y — AFLE O A G i)
Assist Customer in defining monitoring requirements and strategy for key operations processes running
on SAP Software
SAP [V 7 b o =7 ) ECTHEITTHEEREMN Y 0¥ 2B % BRSO O ERICE W THEE
% 3%
Assist Customer in coordinating, tracking, and reporting SAP technical risk mitigation and Top-Issues at
Customer’s executive level
ZDEB L~V TO, SAP ORI Y A 7 Bk O [ EERBE) (ST 2383, B R OWEICE
WO & SR

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

2.1.2.2.

a)
a)

SAP 77 = ANIF VT 4 vx—Yr— ([TQM] ) OIEH) :
Provide advice, guidance, and assistance with agreed to focus areas:
BRESNCEADEFICHE, IHELUSHRZREMT 5,
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d)
d)

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 ¥ AR— FOEM, ROV HR— N T uv A KN SAP FAR— RV — L OfER (SAP S — KT
A K, SAP Notes fZ&., M TN SAP Solution Manager Enterprise Edition)
Integrated end-to-end application lifecycle management
MEINle RY =2 KT TV =2 arDT 4 7% A 7 VEHE
Integration validation of complex Customer solutions
B DB Y ) 2 — 3 v DA RGEE
Operate the SAP solution more efficiently
SAP DY Y a—a Dk 0N FE
Accelerated innovation for custom built solutions and rapid prototyping
HABA RSNV Va—rarDf /) X—arzfti\dTsl e, KTy RS h& A
=7
Solution availability management, monitoring, and performance
YU a—varOa R BEREOT F—< R
Risk mitigation plan(s) for critical maintenance issues
BERRRSFHEICET 2 Y R 7 BT T
Incident reduction and/or avoidance
A YT S OB OY SRR
Track Customer’s implementation of SAP’s recommendations and action plans resulting from the delivery
of SAP Expert Services hereunder
Z D MSD 1Z£5< TSAP Expert h—E R OFEIEORRIZE D SAP OHERFER N T/ var 7T
D, BT L D ERARDLO BB
Provide periodic status and risk reporting at Customer’s project management level
EDOTB Yz bR —T A M UYUIRIT D, EMIFZRRIUERE KON A 7 @i oK
Manage quality gates for selected focus area projects
BRIN-EAGHE a7 MZOWTOIZ AV T 47— FOEH

2.1.2.3. SAP Enterprise Architect (“EA”) activities:

2.1.2.3.

a)

a)

SAP =2 ¥ —F 54 X7 —%7 7 ~ (TEA] ) DiIGE)
Understand Customer’'s SAP Software solution, business processes and strategic direction to assist
Customer in developing a to-be architecture design

AR —F 7 7 F ¥ —%HET D L CTHEEZIET 5720, BED SAP [V 7 hv=xT ) VY a—
Ta v, BEVRRT vt R R ORI R A B AR T D
Align the Customer’s architectural strategy and roadmaps with the SAP solutions and platforms strategy
BEDOT —X%7 7 F ¥ —IZHET LA e — R~y 7e SAP OV Y a—va KTy b7 4+—
LRI Z T B D
Provides advice, guidance, and assistance in the following areas
ROGEIZHOWTHIE, 58, ROSHRERIT D,

Architecture for key programs

FHETB T T NS DT =% T I Fr—

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

. YVa—var, 77V r—var, T4 RORET —FT7 7 F v —2 GV AT LT FR
T=TDR¥a AT — g

. Customer’s establishment of an architecture governance board

o EIZLD, 7T—XT 7 F X — AN F U AFERORT

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

d) BEZIST T, [SAP Expert H—UE R | OEITZHHICT L5 LTWM 2R — 425 (EROH—
EARAEER SAP DU Y — AR E &)

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

e) SAP T—FXT U Fx—DfEE, XA R A bR OBROME, B R OHE ICBWCEEE BT S

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 (2o F—IJ R b=32—V%— ] ICX VBN TDON
%, [ISAP Embedded H—ER] ODRa—7OEHE L, FANIWEFENEFGICLIVFEIZEET I LI
XoTHITFH LN TES, [SAP Embedded H—E 2] IZxT B0 AEHIX, WhRsdEEb, [SAP
Embedded H—E 2] IZBT 5 b DITRE S, OFEEHD SAP H— b A ITRH L 720,

SAP Expert Services
SAP Expert $—E R

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 X, BB &Nz MaxAttention ¥ —ERA| O F—T A BT SAP CEEFICEVIRESND
D H e EREM) F (EFINCYHEEICL 2B TOEROEERH 256 % R<) 1T, TEXE] T3

% [SAP MaxAttention for on—premises solutions DA a— 7T A E: | ITFEE SN~ MaxAttention

HY—r 2 WM . I Z& @ [SAP Expert #—vt 2] AEOE:Y T (LL'F lExpert H—bE REY

Tl ) DWW T, TSAP Expert H—E 2| 2 MTI2HERH D,

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.

[Bxpert ¥ —E A% T OFPFANT, BHIL. SAP OZORELTHBZ [SAP Expert #—E A | DFR—
b7 U ANS BEHED [SAP Expert #—UER| ZBINT D LN TED, SAP OBIEDOAF T L IRY
Ua—3 g mif ISAP Expert —bEZX] O—%I%, http://www. sap. com/maxattention—service—list
I STV 5,

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

2.24.

2.2. 4.

2.3.
2.3.

2.31.

2. 3.

1.

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 #—VERA] ODAF Y a—/LZRETH-0OIC, BEIL, BESNEZ LT XIFEESnz
[Embedded U Y —A | 1T D H DL T2, SAP 1%, [SAP Expert ¥ —b 2| OBHELEFHICRF LT, &
T a—)VERET DO, i 5 BHEOY —RZA 25T 5, SAP ITE& > THHER/RHBHT
FREZRER A 1. [SAP Expert Y —E R | OAF Y 2— BT, GHO=—XIcHESX KELTNHES
nYxl FEMHICHESTITH) ZEHTE D, SAP (I, BEOFERLOEMHICHESE, HEE S/ [SAP
Expert —bE 2| [CETAHHEAREZEH T LD LT 5, ZOHEEITIL, MR OUHE OEE4E2E D
5095, [SAP Bxpert $—bE R IZHEHINZBEIL., 54T 58541, [Expert H—E RE)Y
T MHELDND, HIEHRICOWTIE, [Expert Y —ERERYT] bidE LGRSO LT
b, BRNT TICEFEFAD [SAP Expert —tE A ZIEMIFMELK L, D [SAP Expert H—E 2| @
BAtE A £ TOHEN 3 EEARMTH DA, SAP X, BED [Expert —EREY T b, T TICEE
FHOHEEZELBIK ZENRTE 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:

BEIL, TuYxy NF—L&ED, RO TSAP Expert #—E 2] OREHATONDM, BEIEDEEHE
UEPHBEICEESNDILIICTE2HD LT D, PW0IEEOTa = N F—Aik, BED 1T 7'r
Vrl bR —Vr—) | HETIECRR TS0 ROELE, VAT LERE, TIT 4 Ta—F— K
CHER A E VR AT R ZAOFEEL YT OME CHRT 2 LERND D, 7TV F2iE, BEOT 1
TV P AO—HXIITRTHRBMT 2 0ENH D, [SAP Expert H—VE 2] OEMITHKILE,
(2 =D A PR =D % —] [ZETOTRTEIT I,

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

a)  [SAP Expert —t R DXV ERRT VLT HEE

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

b) WEDT Yzl NF—LALN—OLEREY

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

¢)  [SAP Expert H—E X | OBITOT-HDHEREMEL 725 SAP [V 7 v 7 =7 | OFE

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 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.

SAP Expertise on Demand ( TEoD] X% [EoD #—VR] ) 1. BZOEHMNSFHEM (&KX 10 D
EoD #i) OIEED=—XZMI=9720ic, SAP VY —RAE#MT IV E— P —ERATHD, ZNHDME
EiX, —BOICHEEDAY v 7 ORERAER X T, BANAICEME IR MBEE IR L LTBY ., 2
IE. %MD SAP YT ho=7 ] O SAP HHMEFFHRNTERIND SAP TV 7 My =7 ) OBRMIAR
METE)] | BARD SAP V7 My =T ) VAT LT 2B MUeMRZET, SAP Y7 ho =7 ) IZET 5
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2.3.2.

2.3.2.

2.3.3.

2.3.3.

2.3.4.

2.3. 4.

2.4.
2. 4.

FLoP TR T 7RO E NS D, [EoD —E R [T, BEDOA T v Matd 5%t
JSEEENRN (SAP TV 7 vo o7 ) 12925 MEAMTFHEREN) © [ R—F A7 a—1] ORRT
HAHTD)

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”).

[EoD Yr—tEt 2 1., [EXE] %45 [SAP MaxAttention for on—premises solutions A& =—F|Z
B9 53CE] IZHET D MaxAttention Y—EZHIM) H, [THIM) T @ EoD FIMTHHIC X, (@
W) NS s (BT TEoD #¥H Ty ) .

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 OTIEZEFET S [BoD ¥ 27 | OIEERUVEEIEHE N
KU, SAP DY R—bA VT FTANT I F v —%N LT, FHBETHR— b r—2%4EHT5 (LT TEoD &
RT] ) . TOEE SAP X, BEED [EoD ¥ A7 | EiFEZE ST 2b0ET 25, EREMNAS 2.3 £ITHE-
T2EBED [EoD X A7 | ZHER L T Z2WEE, IHM B3 L ITEE EORBEICLY TEoD ¥ A7 | 2
FEERAEETH HBE. SAP [ THENOIRH SN EoD # 27 ) 2IEETES, [EoD X A7) A SAP
WX VEBRFRETHAYA. SAP 1L, [EoD ¥ A7 | OETIZOWTCDOT 7 a 7TV EBEICRATS
bLOLT B, HEN, T var7IrEZiF AN, SAP ICX AEEOBREE LT HA1E. SAP X, %4
7% [BoD # A7 | IZETIHMORMELY GKRENT [EoD ¥ A7 | OFETETOMRZEAL 4 Wi &
L., W CRT) 2RHT A b0 LT5, BEN, ZORMEL Y 22 AN & XX, SAP 12, 77
a7 U, [EoD # A7 | ZSETTOE(EZHET 20D E T2, ARBINI TED ¥R 7] %
FATT B DICE L2 EB ORI, oD #1M<T) 2»25EL5 N5, [ED —v 2 I, LiH
2.2 ZRICE#HT B [SAP Expert +— VY 2| OFEMICHHTSHZ &I TXRU,

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, BIEMEH L7z TBoD ¥ 27| EFEEBITT 572012, MELEGEMNREZNERSTHOLET 5,
72720, SAP 1%, RN T S TEoD # A7) BEEHEEZTNTEITTELZ L XIEIT T Z L 2RGET 5
HOTIHRL, o, 20D [EoD # A7 | BREZRIBITCERWIIEIT Lo GAIC, TORMTEHA
2L DTV, SAP X, [EoD # A7 | BHEEXBEITTERWVWEAIT, BRICEMTHLD LT 5H, SAP
L. TEoD # A7 | BT D1E¥EZBM L. TDO% YL [EoD ¥ 27 | ZZITTERWVIIZEIT LRV EH
Wr L7238, YikiaBoMm oAz, EHICKVBERIREET b0 LT 5,

SAP On-Call Duty Services

SAP On—Call Duty #—t =&
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2.41.

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 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 #—EA] TIE, EFH L LT, BEERQEVRXAT B ERICOWTHELIIET O
DHIZ, SAP DOV R — MEFENOEIEHE L EIS T 5 ) £T— M7 7 B R EBFICRET S, 230°% TSAP On-
Call Duty H— b R | WML E T, [3¥xE) [2%3 5 TSAP MaxAttention for on-premises
solutions DA —FICEIT 5 CE | I I IMaxAttention H—EXHIE ] . THE Lo
[SAP On—Call Duty #—bER] OEUTE Y g L IZOWTHIHATES (LLF Ton—Call Duty %Y
Tl .

An SAP On-Call-Duty Services session is:
SAP On—Call-Duty ¥ —tE At v 3 i,

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

a) BFOBIHEERE T, AMNS HIEE T, 08:00 IZHML, RHE® 20:00 KT 5, XL,

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

b) FEOHMEER T, AENS HEEE T, 20:00 (BB L, BHO 08:00 KT 5,

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

[SAP On—Call Duty —YR] OAF P a—LRED-OIT, BT, LTM XIx$EE S 7~ Embedded
Uy—2] |2, EECTEFEEITO>HDETSH, [SAP On-Call Duty —ER] ODAF T a2—/ L EF, 5
RO E &M L35,

SAP Service Level Agreement
SAP Hr—E R L ~ULEH

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.

[SAP #—E 2 L~ULEK)] 1%, T[SAP Product Support for Large Enterprises ( [PSLE] ) ¥R — k=&
Y 2=l IZIIMALTWAEEIZK LT, [SAP MaxAttention ¥—ER] O F—I X b O E
FL LTt S5, SAP Enterprise Support D% SAP Lk L CWAEEEIL. TN HDORMEICHES
T SLA B END,

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.

UTFTo IH—E2L~UL3EK (LT TSLA] ) OfERSEIE)S,  TECE] 2% 5 TSAP MaxAttention
for on—premises solutions DA a—IZET A XE] ITHEETABEEDA A=), VAT 5 1D
(TSIDJ ) . RO AT AESOMAEDRICET D, 20 MSD (CHIRRT DRTHRAEMFARZ L, 72> SAP
P TEESEEE 1) JUd MBS 2) L LTKRT D, BEDOTNTOA 7y Mo LTl S D, Hi%
SLA 1%, THESCE) Offiflitk. ROIOERQBEINIERMG & 72D,
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2.5.21.
2.5.2. 1.

25.22.
2.5.2.2.

2.5.23.
2.5.2.3.

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 oAy Fr b (TR ) SAP X, TMEEE 1) o1y Ty MIxtLT, 2
o MBI 1) OA 72 e SAP PEFELK, 1 BRI 8 7 B 1 B 24 KA 126
BTHb0ET 5, BENME OEBEIIHD CTERRFELKITL, BENMOE VR RAITRAIROE
BOBITNARARE L R DLAIL, Uik A o T v MIERE 1 2#F0 Y ThH, Zhid, —MMICLLT
ORPUCE VISR IND : VAT LOFEEEIL, PX SAP BEREokE, Xt NREHEEMBE | &
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) Oy 7Ty MIHLT, 20D

MESEE 20 OA T be SAP @ TBIMUEZERR]) TICAF L7k, 4 FRILINICSE T2 b0
LT %, BEOEVRANT YT v a UNERREEEZT, BERI AT ZETTERVEE, £
DA TT M MEEE 2] BRIV Y THND, UL, YEDO P T ¥ 7 va v RO/ UIMEHED
FATITH B RE ORRENMEPENE AR BV & 72 %

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 2FEMBERICONTIEL, SAP O [ A X ~—HFK— k] Web ¥ A k

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

DT L,

SLA for Corrective Action Response Time for Priority 1 Incidents
B 1 OA T v MIXT D EEREISERFICET S 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 Wb MERE 1| OA T FEZFELTHE 4 RKFEUAIC (| 7 B 1 B 24 K
BHIT) | RO BRE 1) A>T v NOMROTD DMK, FERER LT 7 v ar 77y (BF
MEEH#E] ) 2RZMET5b0ET5,
If an action plan is submitted to Customer as a Corrective Action, such action plan will include:
Trvar77un HEEHE] L LTA- M-Il @B HEh 56 YT/ var T U0
X, TRFHZEHT O D LT D,
a) status of the resolution process;
a) fRRT TR ADAT—H R
b) planned next steps, including identifying responsible SAP resources;
b) TPTEISNDHKROFEE (YT D SAP OU Y —ADHRELET)
c) required Customer actions to support the resolution process;
c) fRRT v RAZYR— T LH7DITRD N LHEOHE

SAP Service Description for SAP MaxAttention for on-premises solutions (DUAL) jaJP v.3-2026 9
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2.5.2.4.

2.5.25.

2.5.2.5.

2.5.3.
2.5.3.

2.5.3.1.
2.5.3. 1.

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

d)  FRETHIUE, SAP OEOFEIND 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 ICXDKEIDAT—Z AT v 77— FARZDRD AT —FZ AT v 77— ML, ZORAETIZ
BONTHEEOTER), FESNTNWDIRDAT v TR OREIDAT—H AT v 77— FOHBEREENR
L5b0LT 5,

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:

MEEHE O SLA) 1%, QPR D S B, SAP IZX 0 A o F v FRUHEENTWDIERS D% B
B9 2 (DL TALEEEERT) ) . [TAEER) F AV YTV MDA T =X AR [ HRAE~—T 7
vay) . XX TSAP IZRY VU a—a AREW) ThHAFREMIZEENR, TNHDOHEAT —F AL,
UTEEWT 5,

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

a) AT—HR [HREw—TIarv] . (4o Fr b NERICELESNED E2E%RT 5,

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

b)  [SAP BERRERR] OAT—F AL, SAP A, ZO MSD THIEZRT MEEHE] 2REEHRT
bHHZLEEWT 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.

METEHE O SLA) 1%, WUEREEf O 4 BEERICLNIZ, SAP 25EH3 ( [SAP Proposed Solution] %
T—HA) | EEFEEXIIT 7 a T T OREE LIRS UTEENA VT v hOBEREEZ TS
CEICRIBELESGEICBITSNEb D LR END,

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

AR OSLA 1E, TARTO [T v b IZDWTELUF ORISRz SNHAICRY . #A X
nsd,

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)  FREEE 2.6. RICEHD [ AZ ha— R LEFERRD 2R GTITOHEAET, 127
NAS, SAP A AT —# R &~ LI SAP [V 7 vy =27 ) OV U —RZBH#H LTS
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
T MK LT SAP B2 U 5 70 D IS B BIHEEM G (SAP Note 16018 SEZ D% D ZhiZ
1% SAP Note IZEH SN TWAH D) BNEFENTEY, SAP Solution Manager Enterprise Edition
VAT LENLT, BEICLVEFETREEATWDL L
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2.53.2.

2.5.3.2.

2.54.
2.5.4.

2.5.5.
2.5.5.
2.55.1.

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

) AT RN AL A PN =L AT T A T HERRSFA T T A IZ5%4 T % SAP
(V7 bho=7) OMBEY Y —RCEEL WS E

For Priority 1 incidents, the following prerequisites must be fulfilled by Customer:
MBS 1] OA 72 MoV, BEE, LTI X TORMHRRM 2= BERH 5,
a) theissue and its business impact are described in detail sufficient to allow SAP to assess the issue;

a) REEORZORELE LOREIZOWNT, SAP BHEZFITE 2 L) FosiciiH I Tns Z &,

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

b) REFEM. D MSD IZES B DFEBITHE, (ﬁ%ﬁl<nfyv?yhj@%&%+”’i%f%
DA ST, Ak A AT DGR S E A, 0 7 B 1 A 24 FFREMATHIT, SAP L ok
DIOITFET 5 L,

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

c) VAT ANDYE— NERORRLONER O VAT — X % SAP (IR 5 72D Ol Y E A R
LENTNDZ &,

Exclusions
BRAM IR
The following types of Priority 1 incidents are excluded from the SLAs:
UITORED MBRE | O T b d SLA BRSNS,

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;

a) SAP OB U—I XUFEMHEH L THEINT T AZ La— ] 2R BEMITIZRINCHBE S
727 02T DY Y —RA N—=T g RO/ XIFHERE (SAP @ Custom Development MOV XiE SAP
DFRNRBFE LI b2 ELA, ZAbIZRESLY) ZBTD v T b,

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

b) N—=FF—07 KA KR, UHMEEE LGRS NZEIAN—Y a VIcBET5 1T b
X, ZTOEBINS—T g 3 SAP XT SAP OEESHIC L o TR S N 25E Th - TH BRI RS
SND.

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.

c) ATV NOYRICHHBRARRNARES TiIAHigoximcdH o0 (LT IBRR#HKE ) . X

TA Ty MR a YT o U TKEEICERT A S O,

Service Level Credit
P—ERL LT LTy b

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

SAP Service Description for SAP MaxAttention for on-premises solutions (DUAL) jaJP v.3-2026 11



2.5.5. 1.

2552

2.5.5.2.

the SLAs stated above if SAP has not exceeded the stated SLA timeframe in more than one incident during
the applicable Calendar Quarter.

&) 2B 57X TD SLA IZDW\WT, SR SNDHIRNIC, ZEEORED 95% (xhii L
7eHE . SAP &, Lo SIA K- BALOBRBERELLEbDLEARINDI LD LT D,
MaxAttention W —v 2] FOEED TEMEH) ([2BWT, BEN R L EGEo SLA IZit-o 7
AT RA 20 ARG (FTNTO SLA ICKT 28 T) oA, Uik TBHEH) I8V T, SAP A
HEIhz SLA OWIRAZBIR L7zA o7 b2 1 LR THILE, SAP 1 EFE SLA I~ H DO
BERELELDLERREND,

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:

LRE 2.5.5.1 £&25EME LT, SLA TR 2 HIRNH =S Ned o 72548 (LFZEh TSLA
REST) ) 3. UTORERCFIEZEHTL20E95,

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

a) JEFIE, WHLILTS [SLA REIT) Z3Em T SAP ([Z@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, DA HMTEZMEL, BEOFROEMS ZBAXIIHT T o#MEL, BRICR 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 AREVEZ BT SR IT T mE R & RIET 572D SAP DFF /TR LT,
B3 EE 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 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;

d) A 2.5.5 FESKMEL LT, ®EICHESE SAP @ [SLA REIT) BVFESH7-5E, SAP X, BED
WED MaxAttention H—EZXEHE] OFFREFICBWT, TNENO [SLA RIEIT) B S ALFEH
ENM BN kT 5, BEO MaxAttention H—E 2B @ 0.25% FHUZED Y —E A
LLZ LYy b (BUF ISLCY ) Z2#AT2b0E T35, 72720 TEIEH) 28 o SLC o R,
WE% T (S 2BE O MaxAttention —EZBE) @ 5% &35,

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) BFIE. TSLA ORREIT) MNRAELL BNUHEH] O T# 1 B HLINIZ, SLC (22T SAP (284!
T %

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 EHENS SLC 1T DWW TRILO AR IS COEFR A 52 L2V R Y . SLC @A Sheuy,

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— A D PEAY 72 R R ThH 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.

2.7.2.

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 MaxAttention for on-premises solutions Scope Document to an
Order Form that are submitted by Customer in accordance with Section 2.5.3 above.

SAP BRFE T — 7 NUF THESNIBED N AKX La— RIZOWT, SAP [, BEN LFE 2.5.3 i
Mo THH U, [ESCE 1Txfd 5 [SAP MaxAttention for on—premises solutions A& =—FIZBF4
HUE] ICEBOBEDA A M=, SID, KOV AT LAFFOMBEDEICHEET S HEEE 1) KO
MBJCE 2) DAy Ty MCEAIND, 8 2.5.2 RICFEHET D SLA IV, Iy var s T 40
REERRESH R — &R L, EA 0T v NORROT-DDTA X 2 RMET2HERH D,

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
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 ¥ —¥& A LUK ( PSLA] Xi% TPLSAJ ) 1%, [AMEZ#ESE) ST 5 SAP ©
[Enterprise Support A7 Y= —/L | IZIMAL CTWAHEERIZKTT D [SAP MaxAttention Y—E A | DT
P A hOREREEEZE, T MaxAttention $—E R | O U=V FOMREHE L LTREESH
%, PSLA 1%, [MaxAttention ¥ —ER| DU F =TV A L FORKEFR L LT, MEHAMEITHEN (ot
3% [Enterprise Support A7 ¥ = —/L| ([ZESWTHRMIND [ —E A L~ULEK) (TBINEh 5,

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

SAP Service Description for SAP MaxAttention for on-premises solutions (DUAL) jaJP v.3-2026 13


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

2.7.2.

2.7.21.
2.7.2. 1.

2.7.2.2.
2.7.2.2.

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.

VIR D PSLA OEFRIEEN, T1HECE] 12x%9 5 [SAP MaxAttention for on—premises solutions DA =—
TICBET A XE] CHETHIEEDA A M=/, SID, KOV RAT LAFEFOMAGELRIZETL, 20
MSD \ZBARE T D HHESEMFZ i L, 2D SAP A% TEJeEE 2) . TEJoBEE 3) U3 MESGE 4 (SAP Note
67739 IZEZRINTND) L LTHERT D, BMEOTXTOA Ty ML THEPEND, Hi% PSLA
. NESCE) Rk, &POERR BN ([Zhn s 72 5.

PSLA for Initial Response Times:
TR ) (2B99 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 (%] ) SAP X, MBEE 2) O T v M LT, Db
MBJCEE 2) OA 72 e SAP R L#, 2 FFRILIN GE 7 B 1 B 24 FFREH]) IO6%
THLOET D, BHOEVRA NI VI v a URNERREELZT, LERF AT ZFITTERN
B, F0A Ty M MBRE 2) REIV A TOEND, ZHUE, BHEDO T s v a U RUYX
D FATICLE R ORI ECIERRDNFEE & 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 Frbhy (TH]) SAP 1T, MEXE 3] O/ F v M LT, 205
MBJCHEE 3) DA o7 v ba [BUME R TICRAE Lok, 4 RPINISE T2 b0 LT 2,
WEOHEG N T oWy va v NEBEZ T OHE. Ay T r hoTiE MBERE 3] REIVETHR
5, ZOMEIE. HHED T YT a r DOFTICLEREREORREIECENER 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.

c) THEE 4 oA Frh) (MK ) :SAP i%, [EEE 4 OA T2 MIH LT, 205
MBJCHE 4) OA o7 Mo [BUME R FICRAE Lok, 8 RefLINIISE T2 b0 &3 2,
MEREEOEBH N7 o7 v a N EAE TR ERBE RIFI20WIEE, Aoy 7 v b ik
MEJCE 4) 3EIV S THND, ZOMBEIE, BEMICLES Lv, UTF & A EHAH L2 BRED
RRENECENEAR 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, R USRILOT-b0T 7 a 77 (LIF
METEHSE | ) %, SAP 23M:3% [ELE 2) O T v e THHEEIER ) PIcSE L% 3 B¥A
UNIZEEET 2 b0 L35 ( MBERE 2 Ixd 2EEHED 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:

MEXRE 2] © Ao 70 b kT2 MEERBEISERMO PSLA) 13, AEKHO 5 B, SAP
WWRVEFZA T PBRRBE ST DE DLW S (LT TR/ ) o TOEER] (213,
AVVTYRNDRAT—=H AN [ HAF~—=T 7 ar] | L [SAP IZLD V) a—a A4REK ThD
RIEEENRY, ZRHDOERAT—X XE, U FEEKRT 5,

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

a) AT—HRABRE~—=Trar] i, 4T BDERICEESNTZZEEZEWRT S,

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

b)  [SAP DBMERIEZRRE] OAT—H AL, SAP 28, 2D MSD THEEZ/~Y MEERE] 2IERFEAT
bHZEEEWT 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.

MESRE 2] OA 27 MO 5 MEIEHE D PSLA] 13, QKO 3 E3EALINIC, SAP
DMRRF, BEETEXILT 7 v a v 77 v OREE LA, XISEEN YA > T v NOBREE T
LZEICABELESAIC, BTSN E R END,

Prerequisites
A4t
The PSLAs will only apply when the following prerequisites are met for incidents:
A PSLA V&, A T v M ACOWTEU T ORMHRGMF M7z Sh iz Ha iRy . @S5,

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”;

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



a)

b)

c)

ERE 2.6 RIS THARZ ba— NI 2EERKE DI 2RE, TXTOHEITBWT,
AT ME SAP BHWAT =2 A% TR Q8L SAP [V 7 ho=T ) ©OUY—2RIZ
B LTV 5,

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 DZ O R TRFOA VT v MUia 74 CFIEICHE, HESNnzA vy
T MK LT SAP M A U 5 72 IS B BIHEEM G (SAP Note 16018 S{EZZ D% D ZhiZ
% SAP Note Tt SN TWAB H D) NEFNTEY ., SAP Solution Manager Enterprise Edition
ZALT, BMEICIVIEECTREISATWD Z L

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

AT U RR, (AL VAN =L AT T U A] T HERRSFA T F U A IZi% 8T 2 SAP
(V7 =7 OBG) Y —RBFELTND L

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)

MEIEEE 21 OA T2 MIOWTHE, BEIE. LTOBMORHESRNZ2 T X Tz T LB N H

the issue and its business impact are described in detail sufficient to allow SAP to assess the issue;
ME K O DEH EOEIZ DT, SAP ARBEAFETE 5 & 5 +oiliciiiahTngd 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 NSD ITHES B DORBIIE, BEE 2 oA o T v M Oz -+l g TE
DAlFR AT, AR AT D JEEES RS A T B 1 B 24 WEREMARHI T, SAP & Mg
DD/ T2 Z &,

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

VAT LSO Y T— MEROBBR L O E R S AT — 2 % SAP (IR 5 72 OREE O S Y
FEREAIN TS Z L,

2.7.4. Exclusions.
2.7.4. BRHNHIA

The following types of incidents are excluded from the PSLAs:

DLFOMEEDA 7 > M, PSLA BERIA SN D,

a)

a)

b)

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 DBAFEY — 7 NUF ML THEINT (I AX La— ) 2R, BRI SR
72SAP YT 7= T ] OV Y—RA, N—=T 9 RO/ IIHEEE (SAP @ Custom Development &Y/ X
IX SAP OFSHMRHFE LI b DOEETeA, TROIRESNRY) IZBETD 1T 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;

W= F—O7 Ay PR, XIEEE L TR ESNTER A=Y a S35 T4 v T v b
T, EOEPIS— g 223 SAP 3L SAP DBBERAIC X o> TER SNTZ5E Th - THIIRRIICERSS
Ihd,
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2.7.5.
2.7.5.

2.7.51.

2.7.5. 1.

2752

2.7.5.2.

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

c) ATV NOERICHIMAFRNAEA TIE e HEEOXRMTHLH O (LT TBRFEKE ) . X
FA T MR a T o TIERICERT S 6 0O,

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

d) SAP IZX o TREEESNDIE=ZFHMMET LT ITOA v T U b,

Service Level Credit

P—ERL L7 LYy R

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.

D&M 1238129 _XTD PSLA ITDOWT, FFAEZNOWIRNIZ, FBIEOBRED 95% ITkIE
L7zA. SAP X, EFD PSIA K- HLOBBEZ2REZLEbDLEARENDI LD ET S,
MaxAttention ¥ —vE 2] FOEED NEMN-H] ([ZBWT, BRI L7z EfLo PSLA IZiE- 7
AT RA 20 RN (TXTO PSLA KT 28E0T) O%A. Mk BN 12T, SAP A
HES PSLA OHIREZBBE LI=A v T v b2 1 LT THIUE, SAP [ B PSLA ICHE~72HED
BEERZLIEZbOERREINS,

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:

EFREE 2.7.5.1 RESFMLE LT, PSLA IZXHT DHIRAH - S T28E (UUTFTENRER
[PSLA REAT) ) 1. UTOREROFIEEZBEHT 20 L35,

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

a) JEEIL. BLI TS PSLA RIEIT) ZFEME T SAP Il T 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 TERAEL. MEOEROEMS 2@ A IH 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 KD FREMEZ T HMEXIT T m e 2 &2 RIET 572800 SAP DI L T,
B2 E % SAP IR T 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 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;

d) A 2.7.5 FEEMEL LT, @EICHKSE SAP @ [PSLA RIBIT) BIVFESNZHBE, SAP 13, B
DOWEID MaxAttention $h—EZEE ] OFFRFICEBNT, TNENO [PSLA REIT) 238G Sk
Uiz BN ST 5, BEO MaxAttention H—E ZEE] @ 0.25% HHLEHD
Premium —E R L~ L7 LYy k(BT IPSLCI ) AT 2bD L35, 722U [ENEH) Z&
@ PSLC  EFRIZ. M3% B 15T 2% D MaxAttention —E 2B @ 5% LT3,
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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.

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) X, TPSLA OAREAT) 2334 L TEM¥M) ok 7% 1 W HLWIZ, PSLC 2OV T SAP (Zi#
HY %,

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 S5 PSLC 12OV TRILO B 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 D PSLC 23, W LAZTHNIXITHEED PSLA OARIEIT] (BT 2B L -
TOME—DHEMA) 22 R Th .

SAP Accelerated Incident Management (“AlM”) Services
SAP Accelerated Incident Management ( [AIM] ) H#—E =R

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 %, MYFEHFICLLZEBHTONEDODEENDLIGEERE, %4 T2 [SAP AR— K] ICED D,
MBS 1] B HERE 20 OA T v MUEBLORKEILICBW TEE 2 R— M1 5720, Bt
HIER NS AR B OFRT 8:30 B 5:30 £ TORM. SAP OV R— MEBENOFEZEZFE T4 S
ME (LT TSAP A Ty NEHE| ) ~OT7 7w 2&#MT 5, [SAP 437 MEHE] DL
WL THESCE] offfE D 6 BRUNICIThNh D,

The SAP Incident Manager provides:
[SAP A o T v NMERE | 1X, LTOT_RTEEMET S,

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

a) SRR 1) RO MBRE 2) O 0T 0 MOHT 24 o7 v MEEROMRILER

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

b) BIRSNIZV AT LADOTRTOA o7 v MEREIZB T 2BEDA 27 v MRELOE A
c) incident management process empowerment session(s); and

c) ATy MNEBTrv RO RU—RX ey va v

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

d) BEDA LTy MRILOEROIZDIZER 179 EM2 Y T— b

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:

MMZ T, SAP i&, TEIGE 1) oA T hT, BEMEE LEHMYE LT TEEEyE ) &V
F— N CHREATo720 . FOKIEEITH 12D, SAP O R — NN CafErk i E mE RIS TX 5
2T 5, EHEIPIRIERRE OEMIT, EEE 1) O T2 MCBWTXEIL S NTZBE D ERF O
1 EEEIRRICIT DD, (E S ERRERE X, TBEOMRYE ] MR TE, ROWThunE
W OW R E TS Ak B,
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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.

a) resolution or workaround of the Priority 1 incident;

a)  MERE 1) OA 27 v FOMRRIITEEER

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

b) AT hOEEELLO, EEE 1) DADELE L~ L~D5| & T
c) agreement of the parties to disengage the assigned SAP individual.

o) FJBIALe SAP OHUFOMLEMS Z LD, MUYEFICLIEE

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

TAIM —E 2] 1%, (AL VAR =B AT F A Xt THEBRSFA T F A 12§41 5 SAP T
V7 =T OEEY Y —XCEELTWAA T FORICET SN D,

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.

[AIM Y—E 2] 1., [¥ESCE] Ik 5 [SAP MaxAttention for on—premises solutions A =—F|C
B2 E ICHRENE, RESNEZEEDOA VA R—/b, SID, KRV AT LAFZFEOMABEHEIZON
TOREMINS,

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).

BRIL, K 3 ANORFEAFHE Dol 4 E (LT TBED AIM #H4EF] ) 24T LR TES,
BEIL, D TEEO A 435 ~OEENA[REZ, HEE L OFEMIBER FFHCEFA—NAT KL 2K
VEGEE D) #RMEF2b0 45, TAIM —E 2] (&, EmIiie TEEDO AIM %537 IZRELT
‘D,

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.

TAIM H—vE 2| OREOEFOT-DIC, TFEDO AIM fHMF | L{TmIhi [SAP Ao F v MEm
F O MEloty b7y 7Y E— MREAILET 1 BEETL L0 ETH,

ENGAGEMENT MANAGEMENT
Ty S TR N

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.

FEYEFIL, [ F—VRA MUy —] ZEATIEDET S, SAP O [ =V R hvwr—
Tx—] 1k, BEBENZ LT 295, BED [mF—U A b3 =Ty —] I, EENFEE T, BEE
EREL TORNERBELRREEIT O, SRELRELEBHZ 6T N TE S, HRE 5o H
ET5, 0B [Z =V A b= =Yy —] 1T, BEWICEREIZH ) LT RN OfMb2EHY
D2H0ET D, BEINTE SAP U Y —R I X5 TBITESNDTRTO MaxAttention H—E R | T2 T
W, BED [ F—V A b3 —TVr—| EHEEITHILDOET D,

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

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



3.2.

3.3.
3.3.

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:

F7z., [MaxAttention H—vE X | OHEF, WMYFEIL. EWNICEESEZARBT b0 LT (BT
(S ¥IT AT I=T4T)) o 0D (2T T 4T I—=T 427 1, WiEFEHFICL->THA
WCABINOFEME RS, 2 b 1 FEET D, 205 (/87747 I —T 1
7 OHME, FORETRFO MaxAttention P —E R ] OIRIIZIESWT,  MaxAttention ¥r—t
Al OBWEERT DO LRDREHMLENE D EHR, Wig Ll T, HEOABEEKEITH> 2 & T
bb, KBI—T 47 TR REESBFOERRIUCEET 2RUREZITO SO LT D, ZRITIIUTHRE
FNDR, THUHITRES N,

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;

a) AESNE-EENSSE, KPI, KU MaxAttention —ER] T2 — A Mt & O -HRIZE T
%, [MMaxAttention H—E 2] 71T AOEHIRILOFM

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

b) FBED SAP VT hyxT ] YYa—valORT73r—< AEGERIZSELTRNAOGH DY 27 KT/
SATRIEDRFTE (U R 7 D 72D OHELTHIH 251 e)

c) Implementation of recommendations;

e) HEBERIHO HE

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

d)  WTILDD Y FHE DS ORI OFRBE R OV T ERIZE T 2 ik

e) Relevant details regarding project organization and planning.

e) FmTvx7 MOREEKL OGBS B

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.

=TT OHEEIX, SAP O 2=V A bR =Ty —] MEKL, BEO (/=P A b
TR =Ty —] CEMF L THRAEEZZ T 5 b0 E T 5, 05 WEEOZHEE 30 HEALUNIC, RO
[ A=Ay b3 —TU % —] N, MEBIZOWTEERHARETERAZENT L2 LI12LY . HEIC
Lo THEZBIZEBEZEZ D Z BRI GAIE, YR EBITHEEFICL VBRI D ERRIN
2. MIMEHT, WEICH I L CREZEOEFEROMRZK Y | ARBENTIRZ1F 5 72 DI 2 51T
THHLDET D,

SAP Cloud Governance
SAP 7T KD /NF R

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.

% DS SAP Advanced Success Plan } T/ X% SAP Max Success Plan OW 7 A7 ) v a L %&i7oTn5b
Bh. 72X 28— k] AN, MaxAttention P —EZ] OB FIFONZ SAP Advanced Success
Plan KOV X% SAP Max Success Plan OV 7R 7 Y 7 g U ZBENKETHREY . K& 3 SKlcic#7
% MaxAttention ¥ —ER] D7 =T AL NEBRATANF L RMAANLND [ThbE, [=7¥
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3.4.

3. 4.

5.1.

5. 1.

5.2.

5. 2.

53.

IT 4T I—=T 47| KBML, BEShE 2o F—VRA v b3 =V v — | LOFEEMES D0
£l

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.

BEOHE=FE0arYNVT 17— — (LT TREONN—FF—1) OWBIiE. Eilo
MaxAttention Y —ER| =L F =X RO E > TRAIRTH D, BEIL. 202D THED/—
FF—1 B, BEOEML, 2O MSD, KO MEXE] IZxt3 2 [SAP MaxAttention for on—premises
solutions DA T — BT 2 XEH ] ZHEF L, SAP 22D MSD KO MEXE) I2x9 25 [SAP
MaxAttention for on—premises solutions DRI —FICTHLE:| ITESKBHOEELXBITTCED L
1T, SAP D OEBRMREIFADOEFE IS T SAP AT A LT HbDET 5,

CUSTOMER REQUIREMENTS
& DB

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

[ESCE] 282 % MaxAttention H—ER] 2%F57-010iE, BRIILLTOTXTEITLRT L

DRV,

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;

a) SAP (V7 ho=7] & MERKETFHERN) [CESLTRTOYFAR—MEHE (37205, [Enterprise
Support £ XiX Product Support for Large Enterprises £&] ) OXIWZikET 5

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

b) ZOM, SAP V7 by =7 O MEMMEFFHZEK . 6TC, THEILE] . KU [SAP MaxAttention for
on-premises solutions M A a—F 245 0E ] ICESSBHEOB/KZIEITTS

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

c) [HHR—=IRTTa—) - T, VE— MNERADNT —¥ 7T 7t A% #RMT 2,

GENERAL PROVISIONS

—RRE

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.

BB <7~ [Embedded U Y — A | IE. SAP XIZZ D> SAP B & ORI ED 58 E OFERIK
BRIk D HERZ AT 5,

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.

MBI 2= —a VEBREIZT A7-DI1Z, MaxAttention H—ER| 28T 2= OSTEL WK
FEET D, fHx D NMaxAttention H—E A | ([ZBMRT 2 EhEE#RIT, RFET SAP U Y —RIZHMET I LD
L5,

The assigned SAP resources (including the assigned Embedded Resources) may occasionally perform
MaxAttention Services activities hereunder from an SAP office.
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5.3.

5.4.

5. 4.

5.5.
5.5.

Bl &= SAP U Y —RZ (BlJE S N7z [Embedded V Y — R | Z&Te) 23, SAP OHEEFTMNSLZ D NSD
I2H3< MaxAttention —vE A OIEEZEHTILIEENH D,

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 23R4 2 MaxAttention ¥—E R ] DAz —T (%, SAP [V 7 b =7 ] ORI 72 B % K O
OWESE KT 572, EIZED 90 HATE TOBANZL Y, 4 1 [A] SAP IZL - CHERFER SN 1546
Nds, 7277 L, [MaxAttention H—E R | DRa—FITBITFHUEOEFEN, #%4+5 SAP TV 7 |
=7 @ SAP [MERAMETFHERN] CERINTHEEENT IMaxAttention —ER|] OYFT A7 )7
Ta v ETo TV DLFREROAEDITIZH D SAP OFEFICHLTH, BHIND ZEE2EKMFET 5, SAP 2
KRE 5.4 FIN- TAI—TEEELT ORI ZATHE LI2BEIC, YREAEEZHEVKFATERVEGEE,
BEIT. 20D AT —TERICL-TEBEZT D HEXE] (2% 2 [SAP MaxAttention for on—
premises solutions DA —FIZGTAUE| 2RI A2Z N TE, ORI ERLO 90 HEIOW T
RRIZHNT 5, R EERBIMPNICERZ TR WGEE, YREATIIMEIC LV RE I N L Hl s b,

MaxAttention Services will terminate effective the same date as:
MaxAttention H"—E & ] &, U TFOWTNUNDEEIZ., TOREHAZRIAE LTHERTIT D,

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

a) SAP V7 box7 | O MEAHEFERG) 2SS THR—- 27V a—) BT LERE

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) BEMNED SAP YiR— T (SAP Enterprise Support =X° SAP Product Support for Large Enterprises
7)) OV T A7 Y7L g%, SAP Standard Support (ZAH LA
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