SAP MAXATTENTION SERVICES DESCRIPTION (“MSD”)

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

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

1. Definitions.
1.1 “Calendar Quarter” means the three-month period
ending on March 31, June 30, September 30 and
December 31 respectively of any given calendar year.
1.2 “Local Office Time” means regular working hours (8:00
am to 6:00 pm) during regular working days, in accordance
with the applicable public holidays observed by SAP’s
registered office. Solely with regard to the SAP Service
Level Agreement defined herein, both parties can mutually
agree upon a different registered office of one of SAP’s
affiliates to apply and serve as reference for the Local
Office Time.

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

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

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

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

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

2.1 SAP Embedded Services.

2.1.1 SAP delivers SAP Embedded Services as an onsite
team consisting of the SAP support resources ("Embedded
Resources”) identified in a MaxAttention Services Scope
Document to an Order Form performing the roles
described below. Such Embedded Resources shall be
available at the Licensee location(s) specified in a
MaxAttention Services Scope Document to an Order Form
during Normal Business Hours for the quota of days per
period of time specified in a MaxAttention Services Scope
Document to an Order Form (“Period”) per assigned
Embedded Resource during the MaxAttention Services
Term specified in the MaxAttention Services Scope
Document to an Order Form (“Embedded Resources
Quota”). The assignment of Embedded Resources will
occur within six (6) weeks after execution of the Order
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POPIS SLUZIEB SAP MAXATTENTION SERVICES
(,PSMS®)

Sluzby SAP MaxAttention Services mobzu poskytovat

profesionalnu expertizu na pracovisku a/alebo na dialku, aby

pomahali Nadobudatelovi licencie pri planovani, riadeni,
analyze a identifikacii uplatnenia sluzby MaxAttention na

potencialne zlepSovanie funkcii podniku, vytvaranie itinerarov a

poradenstvo pre inovativne technoldgie a architekturu rieSeni,

ktoré maju Nadobudatelovi licencie poméct dosiahnut
nepretrzité zlepSovanie vo vSetkych oblastiach pésobenia

podniku Nadobudatela licencie a riadit orchestraciu a

prevadzku infradtruktury rieSeni Nadobudatela licencie od

spolo¢nosti SAP, ktoré maju podporit’ projekty transformacie,
implementécie, upgradu, prevadzky a inovacie.

Pojmy, ktoré su uvedené velkym pismenom, ale nie su

definované v tomto dokumente, budu mat ten isty vyznam, ako

je definované v Zmluve.

1. Definicie.

1.1 ,Kalendarny Stvrtrok” znamena trojmesacné obdobie
konCiace 31. marca, 30. juna, 30. septembra a 31.
decembra v ktoromkolvek danom kalendarnom roku.

1.2 ,Miestna pracovna doba“ znamena beznu pracovnu
dobu (od 8:00 do 18:00) pocas beznych pracovnych dni v
sulade s prislusSnymi Statnymi sviatkami stanovenu
poboc¢kou spoloénosti SAP. Vyluéne s ohladom na
Dohodu o udrovni sluzieb spolo¢nosti SAP definovanu v
tomto dokumente sa obe strany mézu navzajom dohodnut
na inej pobocke jednej z oséb ovladanych spolo¢nostou
SAP na pouzitie na referen¢né ucely pre Miestnu pracovnu
dobu.

1.3 ,Bezna pracovna doba“ znamena obdobie 6smich (8)
hodin medzi 6:00 a 20:00, od pondelka do piatka, ak sa
strany pisomne nedohodnu inak.

1.4 ,Produkény systém® znamenda aktivny systém SAP,
ktory sa pouziva na prevadzkovanie internych
podnikovych operacii Nadobudatela licencie a v ktorom sa
zaznamenavaju udaje Nadobudatela licencie.

1.5 ,Popis sluZzieb podpory“ znamena popis podpory
Licenénej zmluvy SAP (t. j. SAP Standard Support, SAP
Enterprise Support alebo SAP Product Support for Large
Enterprises), ktora sa uplatiiuje pre Softvér licencovany
podla Licen¢nej zmluvy.

1.6 ,Hlavny problém* znamena problémy a/alebo poruchy
identifikované a prioritizované spolo¢nostou SAP spolu s
Nadobudatefom licencie v sulade so Standardmi
spolo¢nosti  SAP, ktoré (i) ohrozuju spustenie
predproduktivneho systému do prevadzky alebo (ii) maju
zasadny obchodny vplyv na Produkény systém.

2. SAP MaxAttention Services. Spolo¢nost SAP dodava
iba Sluzby SAP MaxAttention Services (,Sluzby
MaxAttention Services®) zadané v Specifikacii rozsahu
Sluzieb MaxAttention Services k Objednavke odkazujucej
na tento PSMS. Ponuky Sluzieb SAP MaxAttention
Services pozostavaju z nasledujicich komponentov.

2.1 SAP Embedded Services.

2.1.1 Spoloénost SAP poskytuje sluzby SAP Embedded
Services prostrednictvom timu priamo na mieste, ktory
pozostava zo zdrojov sluzieb podpory spolo¢nosti SAP
(,Nasadené zdroje) identifikovanych v Specifikacii
rozsahu Sluzieb MaxAttention Services k Objednavke,
ktoré vykonavaju roly popisané nizSie. Takéto Nasadené
zdroje musia byt k dispozicii na pracoviskach
Nadobudatela licencie zadanych v Specifikécii rozsahu
Sluzieb MaxAttention Services k Objednavke pocas
BezZnej pracovnej doby pre kvotu dni za Casové obdobie
zadané v Specifikacii rozsahu SluZieb MaxAttention
Services k Objednavke (,Obdobie*) na priradeny
Nasadeny zdroj po¢as Obdobia Sluzieb MaxAttention
Services $pecifikovanych v Specifikacii rozsahu Sluzieb
MaxAttention Services k Objednavke (,Kvéta nasadenych
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Form. The Embedded Resources Quota does not include
any vacation leave by the assigned Embedded Resources.

2.1.2 Depending on the role, the activities of the assigned
Embedded Resource(s) will comprise one or any
combination of the following areas to the extent applicable
as mutually agreed to by the parties:

SAP Lead Technical Quality Manager (“LTQM”)

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

e  Provide strategic advice, guidance and

assistance in the following areas:

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

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

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

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

e  Develop and maintain mutually agreed
Licensee-specific MaxAttention Services
engagement plans

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

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

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

SAP Technical Quality Manager (“TQM”)
e  Provide advice, guidance and assistance with
agreed to focus areas:

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

0 Integrated end-to-end application lifecycle
management

o Integration validation of complex Licensee
solutions

0 Operate the SAP solution more efficiently

0 Accelerated innovation for custom built
solutions and rapid prototyping

o Solution availability management, monitoring
and performance

o Risk mitigation plan(s) for critical
maintenance issues

zdrojov*). Priradenie Nasadenych zdrojov musi nastat’ do
Siestich (6) tyzdnov po uplatneni Objednavky. Kvoéta
nasadenych zdrojov nezahffia Ziadne dovolenky
priradenych Nasadenych zdrojov.

2.1.2 V zavislosti od roly aktivity priradeného Nasadeného
zdroja pozostavaju z jednej alebo z akejkol'vek kombinacie
nasledujucich oblasti do uplatnitefného rozsahu tak, ako
sa strany vzajomne dohodli:

SAP Lead Technical Quality Manager (,,LTQM*)

e  Je oboznameny so Softvérovym rieSenim
Nadobudatela licencie od spolo¢nosti SAP, ako
aj s jeho podnikovymi procesmi a strategickym
smerovanim.

e  Poskytuje strategické poradenstvo, vedenie a
podporu v nasledujdcich oblastiach:

o Riadenie technickych rizik/riadenie
programu projektov komplexnej
implementécie, inovacie a transformacie
Softvéru Nadobudatela licencie

o  Stratégia spolo¢nosti SAP pre vydania a
inovaciu, ktora je zladena so stratégiou pre
informacéné technolégie (IT) Nadobudatela
licencie

o Identifikacia oblasti pre potencialne
znizenie celkovych prevadzkovych
nakladov Nadobudatela licencie a
potencialu na optimalizaciu (Cize neustale
zlepSenie) Softvéru Nadobudatefla licencie
od spolo¢nosti SAP

e  Zabezpecuje transparentnost pre postupy v
oblastiach zaujmu prostrednictvom kariet BSC
vratane vzajomne odsuhlasenych klu€ovych
ukazovatelov vykonu (,KPI).

e Vytvara a udrziava vzajomne odsuhlasené plany
uplatnenia Sluzieb MaxAttention Services
Nadobudatela licencie.

. Podporuje realizaciu planu uplatnenia Sluzieb
MaxAttention Services vratane koordinacie
dodavok jednotlivych sluZieb a personalneho
obsadenia zdrojmi spolo¢nosti SAP.

. Pomaha Nadobudatelovi licencie pri definovani
poziadaviek na monitorovanie a stratégie pre
klucové prevadzkové procesy beziace v Softvéri
spolo¢nosti SAP.

. Pomaha Nadobudatelovi pri koordinovani,
sledovani a vykazovani zmierfiovania technickych
rizik a Hlavnych problémov na Grovni exekutivy
Nadobudatela licencie.

SAP Technical Quality Manager (,,TQM*)
e  Poskytuje poradenstvo, vedenie a podporu v
odsuhlasenych oblastiach zamerania:

0 Poziadavky na podporu spolo¢nosti SAP,
procesy podpory Nadobudatela licencie a
pouzivanie nastrojov podpory spolo¢nosti
SAP (napr. SAP Note Assistant, SAP
Notes Search a SAP Solution Manager
Enterprise Edition)

o Integrovana komplexna sprava zivotného
cyklu aplikéacii

o Overenie integracie komplexnych rieseni
Nadobudatela licencie

o EfektivnejSie prevadzkovanie rieSenia
spolo¢nosti SAP

0 Zrychlena inovacia vlastnych rieSeni a rapid
prototyping

0 Sprava dostupnosti rieSeni, monitorovanie a
vykonnost

o Plany minimalizacie rizik pre kritické
problémy s udrzbou
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o Incident reduction and/or avoidance
e  TrackLicensee’simplementation of SAP’s
recommendations and action plans resulting from
the delivery of SAP Expert Services hereunder

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

e  Manages quality gates for selected focus area
projects
SAP Enterprise Architect (“EA”)

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

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

e  Provides advice, guidance and assistance in the
following areas:
0 Architecture for key programs
o Documentation of system landscape
including solution, application, data, and
integration architecture
o Licensee’s establishment of an architecture
governance board
. Support LTQM to facilitate, where appropriate, the
performance of SAP Expert Services including the
coordination of individual service deliveries and
SAP resource staffing

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

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

2.2 SAP Expert Services.

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

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

0 Redukcia a/alebo vyhybanie sa Incidentom

e  Sledovanie implementacie odporucani a
akenych planov spolo¢nosti SAP vyplyvajlcich z
dodavky Sluzieb SAP Expert Services podla
tohto dokumentu Nadobudatefom licencie

e  Poskytovanie pravidelnych sprav o stave a
rizikdch na drovni riadenia projektu Nadobudatela
licencie

e  Spravuje ramec kvality pre vybraté projekty oblasti
zaujmu.

SAP Enterprise Architect (,,EA*)

e Je oboznameny so Softvérovym rieSenim
Nadobudatefla licencie od spolo¢nosti SAP, ako aj
s jeho podnikovymi procesmi a strategickym
smerovanim, aby Nadobudatelovi licencie mohol
pomahat pri vyvoji dizajnu buducej architektury,
ktora bude predstavovat kombinaciu verejnych
alebo sukromnych cloudovych a on-premise
rieSeni.

e  Zladuje architektonicku stratégiu a itinerare
Nadobudatefla licencie so stratégiou rieSeni a
platforiem spolo¢nosti SAP.

e  Poskytuje poradenstvo, vedenie a podporu v
nasledujlcich oblastiach:
o Architektura kla€ovych programov
o Dokumentovanie systémovej infrastruktury
vratane architektury rieSeni, aplikacii, udajov
a integracie
o Vytvorenie rady Nadobudatela licencie pre
riadenie architektury
. Podpora pre LTQM pre realizaciu poskytovania
sluzieb SAP Expert Services vo vhodnych
pripadoch vratane koordinacie dodavok
jednotlivych sluzieb a personalneho obsadenia
zdrojmi spolo¢nosti SAP

. Pomoc Nadobudatelovi licencie pri koordinovani,
sledovani a nahlasovani prekazok a slabych miest
v architektire od spolo¢nosti SAP.
2.1.3 VSetky sluzby SAP Embedded Services budu
koordinované manazérom Nadobudatela licencie pre
uplatnenie. Zmeny v rozsahu sluzieb SAP Embedded
Services je mozné vykonat na zaklade predchadzajucej
vzdjomnej pisomnej dohody oboch strdn k tomuto
dokumentu.  Akékolvek takéto zmeny sluzieb SAP
Embedded Services sa vo vSetkych pripadoch vztahuju
len na sluzby SAP Embedded Services a ziadny iny typ
sluzieb spolo¢nosti SAP.
2.2 SAP Expert Services.
2.2.1 Spolo¢nost SAP modze poskytovat sluzby Innovation
Services, Co-Design, Architecture Planning,
Implementation Support, Cyber Security and Compliance,
PaaS a DevOps, Safeguarding, End-to-End Operations
alebo Innovative Business Solutions Support Services
(spolo¢ne oznacované ako ,SAP Expert Services") pocas
Beznej pracovnej doby (ak sa strany vopred pisomne
nedohodnu inak) tak, ako to spolo¢nost SAP a
Nadobudatel licencie m6zu urcit v dohodnutom plane
uplatnenia Sluzieb MaxAttention Services, s kvotou na
pocet dni sluzieb SAP Expert Services na Obdobie pocas
Obdobia Sluzieb MaxAttention Services Specifikovaného v
Specifikacii rozsahu Sluzieb MaxAttention Services k
Objednavke (,Kvota Expert Services®).
2.2.2 V ramci Kvoty Expert Services je Nadobudatel
licencie opravneny na vyber akejkolvek Standardnej sluzby
SAP Expert Service z aktualne platného portfélia Sluzieb
SAP Support Services spoloénosti SAP.  Zoznam
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2.2.3 To schedule SAP Expert Services, Licensee shall
contact the LTQM assigned or designated Embedded
Resource. SAP requires a minimum lead-time of five (5)
weeks for scheduling SAP Expert Service delivery
requests. If reasonably possible for SAP, SAP Expert
Services may also be scheduled based on short-term
needs and according to arising project requirements. SAP
will calculate the estimated days for a requested SAP
Expert Service based on Licensee’s information and
requirements. This estimate will include preparation and
post processing activities. The days used for an SAP
Expert Service will be deducted from the Expert Services
Quota, where applicable. No time will be deducted from
the Expert Services Quota for travel time. In the event
Licensee postpones or cancels any already requested
SAP Expert Service less than three (3) weeks before the
start date of the SAP Expert Service, SAP may deduct
already rendered days from Licensee’s Expert Services
Quota.

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

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

2.3 SAP Expertise on Demand.

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

aktualnych Sluzieb SAP Expert Services je k dispozicii na
http://www.sap.com/maxattention-service-list.

2.2.3Na naplénovanie Sluzieb SAP Expert Services
Nadobudatel licencie musi kontaktovat priradeného LTQM
alebo uréeny Nasadeny zdroj. Spolo¢nost SAP vyzaduje
minimalny pociatoény ¢as pat (5) tyzdnhov pre
naplanovanie poziadaviek na dodavky Sluzby SAP Expert
Service. Ak je to pre spolo€nost SAP prijatelné, Sluzby
SAP Expert Services mdzu byt naplanované aj na zéklade
kratkodobych potrieb a podla aktualnych poziadaviek
projektu. Spolo¢nost SAP vypocita odhadovany pocet dni
pre pozadovanu Sluzbu SAP Expert Service na zaklade
informacii a poziadaviek Nadobudatela licencie. Tento
odhad bude zahffat aj pripravu a aktivity po spracovani.
Dni vyuzité na poskytnutie Sluzby SAP Expert Service sa
odcitaju od Kvéty Expert Services tam, kde je to mozné.
Za cCas potrebny na cestovanie od Kvoéty Expert Services
neodcita ziadny ¢as. Ak Nadobudatel licencie odlozi alebo
zrusi akukolvek uz pozadovanu sluzbu neskér nez tri (3)
tyzdne pred pociatoénym datumom poskytnutia Sluzby
SAP Expert Service, spolo¢nost SAP méze odcitat uz
vyCerpané dni od Kvoty Expert Services Nadobudatela
licencie.

2.2.4 Nadobudatel' licencie definuje projektovy tim a
zabezpe€i dostupnost’ relevantnych kontaktnych osob
pocas trvania dodavky jednotlivych Sluzieb SAP Expert
Service. Tieto projektové timy Nadobudatela licencie
pozostavaju z Projektového manazéra IT, vlastnikov
prisluSnych  podnikovych  procesov, systémovych
administratorov,  aktivnych  pouzivatelovn a o0séb
Nadobudatela licencie zodpovednych za implementéaciu
prisluSnych kla€ovych podnikovych procesov. Agenda
vyzaduje UcCast niektorych alebo vSetkych ¢lenov
projektového timu Nadobudatela licencie. Pred dodavkou
Sluzby SAP Expert Service, manazéri uplatnenia: (i)
dohodnu formalnejsSiu agendu pre Sluzbu SAP Expert
Service; (ii) prediskutuju pozadované zahrnutie ¢lenov
projektového timu Nadobudatela licencie a (iii) identifikuju
Softvér spolo¢nosti SAP, ktory je potrebny na poskytnutie
Sluzby SAP Expert Service.

2.2.5 Kategoria ,Innovative Business Solutions Support”
Sluzieb SAP Expert Services je k dispozicii len pre Funkcie
(ako su definované v Prilohe 1), na ktoré sa vztahuju
Sluzby IDP Support (opisané v Clanku 2.9 nizsie) ako
sucast uplatnenia Sluzieb MaxAttention Services v
Specifikacii rozsahu Sluzieb MaxAttention Service k
Objednavke.

2.3 SAP Expertise on Demand.

2.3.1 SAP Expertise on Demand (,EoD* alebo ,Sluzba
EoD") je vzdialend sluzba, ktord poskytuje zdroje
spolo¢nosti SAP na pokrytie poziadaviek Nadobudatela
licencie pre kratkodobé a strednodobé ulohy (v trvani
maximalne desat dni poskytovania Sluzby EoD). Tieto
tlohy st zamerané na technicky zlozité alebo nezvycajné
problémy, ktoré zvy&ajne presahuju moznosti pracovnikov
Nadobudatela licencie, ako napriklad drobné Modifikacie
Softvéru SAP, ako je definované v prislusnej licen€nej
zmluve spolo¢nosti SAP, drobné zmeny konfiguracie
systétmu  Softvéru SAP  Nadobudatela licencie,
poskytovanie poznatkov v Softvéri SAP a podobné Ulohy.
Sluzby EoD nezahffiaju: (i) reakciu na incidenty
Nadobudatela licencie, pretoze na tieto sa vztahuje Popis
sluzieb podpory pre Licenénu zmluvu, alebo (ii) Funkcie
vyvinuté v ramci Sluzieb SAP Innovative Business
Solutions. Sluzby EoD sa budu poskytovat po¢as Beznej
pracovnej doby v ramci kvéty dni EoD na Obdobie pocas
Obdobia Sluzieb MaxAttention Services zadaného v
Specifikacii rozsahu SluZzieb MaxAttention Services k
Objednavke (,Kvota EoD®).
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2.3.2 To engage EoD Services, Licensee will submit an
EoD task request to SAP through Licensee’s SAP Solution
Manager Enterprise Edition system identifying the task and
supporting information for the EoD Task for which
Licensee is requesting SAP’s assistance (“EoD Task”).
SAP shall then analyze Licensee’s EoD Task request.
Licensee understands and accepts that SAP may reject an
EoD Task submitted by Licensee if the request does not
constitute an actual EoD Task in accordance with this
Section 2.3 or if the EoD Task cannot be realized due to
technical or legal implications. Where the EoD Task can
be realized by SAP, SAP shall submit an action plan for
completion of the EoD Task to Licensee. In the event
Licensee accepts an action plan and wishes to have SAP
commence work, SAP shall provide an estimated duration
(in hours, subject to a minimum duration of four (4) hours
to complete an accepted EoD Task) for such EoD Task
effort. Upon Licensee’s acceptance of the estimate, SAP
shall commence work on completing the EoD Task in
accordance with the action plan. The actual hours used to
perform an accepted EoD Task will be deducted from the
EoD Quota. EoD Services cannot be used to deliver SAP
Expert Services listed in Section 2.2 above.

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

2.4 SAP On-Call Duty Services.

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

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

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

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

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

2.5 SAP Service Level Agreement.

2.5.1 SAP Service Level Agreement is available as a
component of an SAP MaxAttention Services engagement

2.3.2 Na uplatnenie Sluzby EoD Nadobudatel licencie
odosle spolo¢nosti SAP Ziadost o vykonanie ulohy EoD
prostrednictvom  systému SAP  Solution Manager
Enterprise Edition Nadobudatela licencie s identifikaciou
tlohy a podpornymi informaciami pre tlohu EoD, pre ktoru
Nadobudatel licencie pozaduje pomoc spolocnosti SAP
(,Uloha EoD®). Spolo¢nost SAP potom analyzuje Ziadost
Nadobudatela licencie o vykonanie Ulohy EoD.
Nadobudatel licencie si je vedomy a suhlasi s tym, ze
spolo¢nost SAP méze zamietnut Ulohu EoD odoslanu
Nadobudatefom licencie, ak ziadost nepredstavuje
skutoént Ulohu EoD v sulade s tymto Clankom 2.3 alebo
ak Ulohu EoD nemozno uskutoénit' v désledku technickych
alebo pravnych nasledkov. V pripadoch, v ktorych
spoloénost SAP méze uskutoénit Ulohu EoD, musi
spolocnost SAP Nadobudatelovi licencie predlozit akcny
plan na vykonanie Ulohy EoD. Ak Nadobudatel licencie
akceptuje akény plan a suhlasi vo vhodnych pripadoch s
tym, aby spolo¢nost SAP zacala pracovat na danej tlohe,
spolo¢nost SAP poskytne informacie o odhadovanom
trvani prac na takejto Ulohe EoD (v hodinach, prisom
minimalne trvanie vykonania akceptovanej Ulohy EoD
musi byt Styri (4) hodiny). Na zaklade odsuhlasenia tohto
odhadu Nadobudatelom licencie spolo¢nost SAP zacne
pracovat na vykonani Ulohy EoD v stlade s akénym
planom. Skutoény pocet hodin vyuzitych na vykonanie
odsuhlasenej Ulohy EoD sa od&ita od Kvéty EoD. Sluzby
EoD sa neméze pouzit na dodavku Sluzieb SAP Expert
Services uvedenych v Clanku 2.2 vyssie.

2.3.3 Spolo¢nost SAP pouzije komeréne primerané Usilie
na splnenie poZiadaviek na vykonanie Uloh EoD
odoslanych Nadobudatelom licencie, spolo¢nost SAP
v8ak neruci za to, ze moze spinit alebo spini kazdu
poziadavku na vykonanie Ulohy EoD odoslanu
Nadobudatelom licencie a spolo¢nost SAP nebude niest
Ziadnu zodpovednost v pripade, Zze nemdze splnit alebo
nesplni takdto poZiadavku na vykonanie Ulohy EoD. Ak
spoloénost SAP neméze splnit poziadavku na vykonanie
Ulohy EoD, oznami to Nadobudatefovi licencie. Ak
spolo¢nost SAP zacne pracovat na Ulohe EoD a po ¢ase
dospeje k nazoru, Ze nembze spinit alebo nesplni tuto
Ulohu EoD, spoloénost SAP poskytne Nadobudatelovi
licencie pisomné vysvetlenie dévodov pre toto
rozhodnutie.

2.4 SAP On-Call Duty Services.

2.4.1 SAP On-Call Duty Services ponuka Nadobudatelovi
licencie vzdialeny pristup ku kontaktnej osobe v organizacii
poskytujucej podporu spolo¢nosti SAP, aby v pripade
potreby poskytla Nadobudatelovi licencie podporu pre jeho
kritické pracovné procesy. Tento kontakt pre sluzbu SAP
On-Call Duty Services bude k dispozicii po¢as kvoty pre
relacie SAP On-Call Duty Services na Obdobie pocas
Obdobia Sluzieb MaxAttention Services Specifikovaného v
Specifikacii rozsahu SluZzieb MaxAttention Services k
Objednavke (,Kvota On-Call Duty*).

2.4.2 Relacia SAP On-Call-Duty Services je:

. od pondelka do nedele v ¢ase od 08:00 do 20:00
toho istého dfia v miestnom €asovom pasme
Nadobudaterla licencie,

e alebo od pondelka do nedele v ¢ase od 20:00 do
08:00 nasledujuceho dna v miesthom ¢asovom
pasme Nadobudatela licencie.

2.4.3 Na naplanovanie sluzieb SAP On-Call Duty Services
je potrebné, aby Nadobudatel licencie odoslal pisomnu
poziadavku LTQM alebo uréenému Nasadenému zdroju.
Naplanovanie sluzby On-Call Duty Services sa oznamuje
pat (5) tyzdrov vopred.

2.5 Dohoda o urovni sluzieb SAP.

2.5.1 Dohoda o urovni sluzieb SAP je k dispozicii ako
sucast uplatnenia Sluzieb SAP MaxAttention Services pre
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to licensees who are subscribing to SAP’s Product Support
for Large Enterprises (‘PSLE”) Support Schedule.
Licensees under contract with SAP for SAP Enterprise
Support will receive SLA in accordance with those terms.

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

2.5.2 SLA for Initial Response Times:

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

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

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

2.5.3 SLA for Corrective Action Response Time for Priority
1 Incidents: SAP shall provide a solution, work around or
action plan for resolution (“Corrective Action”) of
Licensee’s Priority 1 incident within four (4) hours of SAP’s
receipt (twenty-four hours a day, seven days a week) of
such Priority 1 incidents. In the event an action plan is
submitted to Licensee as a Corrective Action, such action
plan shall include: (i) status of the resolution process; (ii)
planned next steps, including identifying responsible SAP
resources; (iii) required Licensee actions to support the
resolution process; (iv) to the extent possible, planned
dates for SAP’s actions; and (v) date and time for next
status update from SAP. Subsequent status updates shall
include a summary of the actions undertaken so far;
planned next steps; and date and time for next status
update. The SLA for Corrective Action only refers to that
part of the processing time when the incident is being
processed at SAP (“Processing Time”). Processing Time
does not include the time when the incident is on status
“Customer Action” or “SAP Proposed Solution”, whereas
(a) the status Customer Action means the incident was
handed over to Licensee; and (b) the status SAP Proposed
Solution means SAP has provided a Corrective Action as
outlined herein. The SLA for Corrective Action shall be
deemed met if within four (4) hours of processing time:
SAP proposes a solution (status “SAP Proposed

nadobudatelov licencie s predplatenym Popisom sluzieb
podpory Product Support for Large Enterprises (,PSLE®)
spolo€nosti SAP. Nadobudatelia licencie, ktori maju so
spolo¢nostou SAP zmluvu o poskytovani sluzieb SAP
Enterprise Support, ziskaji SLA v sulade s jej
podmienkami.

Nasledujuce podmienky Dohody o urovni sluzieb (Service
Level Agreement, ,SLA") sa vztahuju na vSetky incidenty
Nadobudatela licencie, ktoré spolo¢nost SAP prijima ako
hlasenia s Prioritou 1 alebo 2 a ktoré spifiaju predpoklady
uvedené v tomto dokumente pre kombinacie instalacii
Nadobudatela licencie a ID systému (,SID) zadané v
Specifikacii rozsahu Sluzieb MaxAttention Services k
Objednavke. Tieto dohody SLA sa zacinaju uplatfiovat v
prvom Uplnom Kalendarnom Stvrtroku nasledujucom po
uplatneni Objednavky.

2.5.2 SLA pre pociatoné reakéné Casy:

a. Incidenty s Prioritou 1 (,vefmi vysoka®).
Spolo¢nost SAP zareaguje na incidenty s Prioritou 1 do
jednej (1) hodiny od prijatia takychto incidentov s Prioritou
1 spolo¢nostou SAP (dvadsatstyri hodin denne, sedem
dni v tyzdni). K incidentu sa priradi Priorita 1, ak ma
problém velmi vazne désledky na bezné podnikové
transakcie a nie je mozné vykonavat urgentné prace, ktoré
su kritické pre €innost podniku. Toto je vo vSeobecnosti
spOsobené nasledujucimi okolnostami: doslo k uplnému
vypadku systému, zlyhaniu centralnych funkcii SAP alebo
vyskytu Hlavnych problémov a doc¢asné rieSenie pre tieto
pripady nie je k dispozicii.

b. Incidenty s Prioritou 2 (,vysoka®). Spolo¢nost SAP
zareaguje na incidenty s Prioritou 2 do Styroch (4) hodin
od prijatia takychto incidentov s Prioritou 2 spolo€nostou
SAP pocas miestnej pracovnej doby spolo¢nosti SAP. K
incidentu sa priradi Priorita 2, ak su vazne postihnuté
bezné podnikové operacie a nie je mozné vykonavat
nevyhnutné dlohy. Je to spdsobené nespravnymi alebo
nefungujucimi  funkciami, ktoré s0 potrebné na
vykonavanie takychto transakcii a/alebo uloh.

c. Dalsie informacie o priradovani Grovni priority
néjdete v pokyne SAP Note 67739, ktory je k dispozicii v
databaze pokynov SAP Note na webovej lokalite podpory
pre zakaznikov spolo¢nosti SAP na
http://support.sap.com/notes.
2.5.3SLA pre reakény €as pre napravné opatrenia pri
incidentoch s Prioritou 1: spolo¢nost SAP poskytne
rieSenie, doCasné rieSenie alebo akény plan na vyrieSenie
(,Napravné opatrenie”) pre incident Nadobudatela licencie
s Prioritou 1 do Styroch (4) hodin od prijatia takychto
incidentov s Prioritou 1 spolo¢nostou SAP (24 hodin
denne, sedem dni v tyzdni). Ak sa Nadobudatelovi licencie
predlozi ako Napravné opatrenie akény plan, tento akény
plan musi obsahovat: (i) stav procesu rieSenia, (ii) dalSie
planované kroky vratane uréenia zodpovednych zdrojov
spolo¢nosti SAP, (iii) pozadované akcie Nadobudatela
licencie na podporu procesu rieSenia, (iv) pokial je to
mozné, planované datumy akcii spolocnosti SAP a (v)
datum a €as nasledujucej aktualizacie stavu spolo¢nostou
SAP. Nasledujice aktualizacie stavu budu obsahovat
zhrnutie doposial vykonanych akcii, dalSie planované
kroky a datum a ¢as nasledujucej aktualizacie stavu. SLA
pre napravné opatrenie sa vztahuje len na tu Cast’ ¢asu
spracovania, ked sa incident spracovava v spolo¢nosti
SAP (,Cas spracovania“). Cas spracovania nezahfiia ¢as,
ked ma incident stav ,Akcia zakaznika“ alebo ,RieSenie
navrhnuté spolo¢nostou SAP“, kde (a) stav ,Akcia
zakaznika“® znamena, ze incident bol postupeny
Nadobudatelovi licencie, a (b) stav ,RieSenie navrhnuté
spolo¢nostou SAP* znamena, Ze spolo¢nost SAP poskytla
napravné opatrenie, ako je uvedené v tomto Popise. SLA
pre Napravné opatrenie sa povazuje za splnend, ak do
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Solution”), a workaround or an action plan; or if Licensee
agrees to reduce the priority level of the incident.

2.5.4 Prerequisites and Exclusions.

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

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

2.5.5 Service Level Credit.

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

Styroch (4) hodin €asu spracovania spolo¢nost SAP
navrhne rieSenie (stav ,RieSenie navrhnuté spolo¢nostou
SAP*), doCasné rieSenie alebo akény plan alebo ak
Nadobudatel licencie suhlasi so znizenim Urovne priority
incidentu.

2.5.4 Predpoklady a vyluky.

A. Predpoklady. SLA sa uplatriuju iba v pripade, ze
su pre vSetky incidenty splnené nasledujuce predpoklady:
(i) incidenty vo vSetkych pripadoch s vynimkou Analyzy
hlavnych prigin pre vlastny kéd popisanej v Clanku 2.6
nizSie suvisia s vydaniami softvéru spolo¢nosti SAP, ktoré
su klasifikované spolo¢nostou SAP stavom dodavky
,neobmedzena dodavka“, (ii) incidenty su odoslané
Nadobudatefom licencie v anglickom jazyku a
prostrednictvom  systému SAP  Solution Manager
Enterprise Edition v sulade s aktualne platnym postupom
spolo¢nosti SAP pre prihlasenie na spracovanie
incidentov, ktory obsahuje potrebné relevantné detaily
(ako je uvedené v pokyne SAP Note 16018 alebo v
akomkolvek budicom pokyne SAP Note, ktory nahradza
pokyn SAP Note 16018), aby spolo€nost SAP mohla prijat
opatrenia v suvislosti s nahlasenym incidentom, (iii)
incidenty suvisia s vydanim produktu softvéru spolo¢nosti
SAP, ktory spada pod Standardnu udrzbu alebo Roz$irenu
udrzbu. Pre incidenty s Prioritou 1 musi Nadobudatel
licencie splnit nasledujuce predpoklady: (a) problém a jeho
obchodny dopad na podnik su opisané dostatocne
podrobne, aby spolo¢nost SAP mohla problém posudit, (b)
Nadobudatel licencie da k dispozicii na komunikaciu so
spolo€nostou SAP na dvadsatStyri (24) hodin denne,
sedem (7) dni v tyzdni anglicky hovoriacu kontaktnt osobu
so Skoleniami a vedomostami dostatocnymi pre pomoc pri
rieSeni incidentu s Prioritou 1 v sulade so zavazkami
Nadobudatela licencie podla tejto dohody a (c) kontaktna
osoba Nadobudatela licencie zabezpeli otvorenie
vzdialeného pripojenia k systému a spolo¢nosti SAP
poskytne potrebné prihlasovacie Udaje.

B. Wluky. Z SLA su vyluéené nasledujuce typy
incidentov s Prioritou 1: (i) incidenty tykajuce sa vydania,
verzie al/alebo funkcii softvéru vyvinutého Specificky pre
Nadobudatela licencie (vratane tych, ktoré vyvinula
organizacia SAP Innovative Business Solutions a/alebo
dcérske spolo¢nosti SAP) s vynimkou vlastného kodu
vytvoreného pomocou vyvojového prostredia SAP, (i)
incidenty tykajuce sa néarodnych/lokalizovanych verzii,
ktoré s realizované ako partnerské dopinky add-on,
vylepSenia ¢i modifikacie, su vyslovne vyluc¢ené, a to aj v
pripade, Ze takéto lokalizované verzie boli vytvorené
spolo¢nostou SAP alebo pridruzenou spolo¢nostou
spolo¢nosti SAP, a (iii) incidenty, ktorych hlavnou pri¢inou
nie je nespravna, ale chybajuca funkcia (vyvojova
poziadavka), alebo ak ide o incident, ktory vyzaduje
poskytnutie poradenskych sluzZieb.

2.5.5 Kredit za nedosiahnutie stanovenej urovne sluzieb.

2.5.5.1 Ak spolo¢nost SAP zareaguje v priebehu
povoleného Casového ramca v  agregovanych
devatdesiatich piatich percentach (95 %) pripadov za
vSetky SLA pocas Kalendarneho Stvrtroka, povazuje sa to
za splnenie povinnosti spolo¢nosti SAP v sulade so SLA
tak, ako je uvedené vysSie. Ak Nadobudatel licencie
odoSle menej nez dvadsat (20) incidentov (agregovana
hodnota za vSetky SLA) v sllade s SLA tak, ako je
uvedené vysSie, za akykolvek Kalendarny Stvrtrok pocas
Obdobia Sluzieb MaxAttention Services, Nadobudatel
licencie suhlasi s tym, Ze ak spolo¢nost SAP neprekrogi
ur€eny Casovy ramec SLA pri viac ako jednom incidente
pocas prislusného Kalendarneho Stvrtroka, povazuje sa to
za splnenie povinnosti spolo¢nosti v sulade so SLA tak,
ako je uvedené vyssie.
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2.5.5.2. Subject to Section 2.5.5.1 above, in the event
that the timeframes for the SLA’s are not met (each a “SLA
Failure”), the following rules and procedures shall apply: (i)
Licensee shall inform SAP in writing of any alleged SLA
Failure; (ii) SAP shall investigate any such claims and
provide a written report proving or disproving the accuracy
of Licensee’s claim; (iii) Licensee shall provide reasonable
assistance to SAP in its efforts to correct any problems or
processes inhibiting SAP’s ability to reach the SLAs; (iv)
subject to this Section 2.5.5, if based on the report, an SLA
Failure is proved, SAP shall apply a Service Level Credit
(“SLC”) to Licensee’s next MaxAttention Service Fee
invoice equal to one quarter percent (0.25%) of Licensee’s
MaxAttention Service Fee for the applicable Calendar
Quarter for each SLA Failure reported and proved, subject
to a maximum SLC cap per Calendar Quarter of five
percent (5%) of Licensee’s MaxAttention Service Fee for
such Calendar Quarter. Licensee bears the responsibility
of notifying SAP of any SLCs within one (1) month after the
end of a Calendar Quarter in which an SLA Failure occurs.
No penalties will be paid unless notice of Licensee’s well-
founded claim for SLC(s) is received by SAP in writing.
The SLC stated in this Section 2.5.5 is Licensee’s sole and
exclusive remedy with respect to any alleged or actual SLA
Failure.

2.6 SAP Root Cause Analysis for Custom Code.

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

2.7 SAP Product Engineer on Demand Services.

2.5.5.2. S prihliadnutim na to, &o je uvedené v Clanku
2.5.5.1 vyssie, budu v pripade nesplnenia lehét pre SLA
(kazdy pripad potom predstavuje ,Porusenie SLA®) platit
nasledujuce pravidla a postupy: (i) Nadobudatel licencie
bude pisomne informovat spolo¢nost SAP o akomkolvek
udajnom PoruSeni SLA, (ii) spolo¢nost SAP vySetri kazdé
také tvrdenie a poskytne pisomnu spravu dokazujucu
alebo vyvracajucu opravnenost tvrdenia Nadobudatela
licencie, (iii) Nadobudatel licencie poskytne spolo€nosti
SAP primerand pomoc v Usili o odstranenie akychkolvek
problémov alebo procesov braniacich spolo¢nosti SAP
poskytovat plnenie v sulade so SLA, (iv) s prihliadnutim na
tento Clanok 2.5.5, ak sa na zaklade spravy preukaze
Porusenie SLA, spolo¢nost SAP pripise Nadobudatelovi
licencie Kredit za nedosiahnutie stanovenej Urovne sluzieb
(Service Level Credit, ,SLC") na nasledujicu faktiru za
poplatok za poskytovanie Sluzieb MaxAttention Services
Nadobudatela licencie rovnajuci sa Stvrtine percenta (0,25
%) poplatku za poskytovanie Sluzieb MaxAttention
Services Nadobudatela licencie za prislusny kalendarny
Stvrtrok pre kazdé nahlasené a preukazané PoruSenie
SLA, pricom SLC podlieha maximalnemu limitu za
kalendarny Stvrtrok vo vySke piatich percent (5 %)
poplatku za poskytovanie Sluzieb MaxAttention Services
Nadobudatela licencie za prislusny Kalendarny Stvrtrok.
Nadobudatel' licencie zodpoveda za to, Zze oznami
akékolvek SLC spolo¢nosti SAP do jedného (1) mesiaca
po skonc€eni Kalendarneho Stvrtroka, v ktorom doSlo k
PoruSeniu SLA. Podmienkou zaplatenia akejkolvek
penalizacie je dorucenie opodstatnenej pisomnej ziadosti
Nadobudatela licencie o SLC spolo¢nosti SAP. SLC
uvedeny v tomto Clanku 2.5.5 je jediné a vyluéné napravné
opatrenie pre Nadobudatela licencie, pokial ide o udajné
alebo skuto¢né PoruSenie SLA.
2.6 Analyza zdrojovych pri€¢in pre vlastny kéd od
spolo¢nosti SAP.
2.6.1 Spolocnost SAP poskytuje pre viastny kod
Nadobudatela licencie vytvoreny pomocou vyvojového
prostredia SAP analyzu zdrojovych pri€in problémov
klu€ovych aplikacii a mdéze poskytovat poradenstvo pre
rieSenie incidentov v stlade so SLA podla Clankov 2.5.2 a
2.5.3 v suvislosti s incidentmi s Prioritou 1 a Prioritou 2,
ktoré sa tykaju kombinacii inStalacii a SID Nadobudatela
licencie uvedenych v Specifikacii rozsahu SluZieb
MaxAttention Services k Objednavke, ktoré st odoslané
Nadobudatelom licencie v sulade s Clankom 2.5.4(a)
vy$sie. Okrem predpokladov pre SLA uvedenych v Clanku
2.5.4(a) je na ziskanie sluzby Analyza zdrojovych pricin
pre vlastny kod od spolo¢nosti SAP nutné zdokumentovat’
vlastny koéd Nadobudatelom licencie podla aktualne
platnych Standardov spolo¢nosti SAP (podrobnosti najdete
na lokalite http:/support.sap.com/supportstandards) v
systétme SAP Solution Manager Enterprise Edition
Nadobudatela licencie. Bez ohladu na ¢okolvek iné, ¢o je
v rozpore v tomto dokumente, identifikovanie moznych
hlavnych pri¢in incidentov a/alebo zlyhania vlastného kédu
Nadobudatela licencie sa povazuje za splnenie povinnosti
spolo€nosti SAP vyplyvajucej zo SLA pre napravné
opatrenie uvedené vysSie pre incidenty s Prioritou 1, ktoré
sa tykaju vlastného kédu Nadobudatela licencie. Analyza
hlavnych pri¢in pre vlastny koéd od spolocnosti SAP
nezahffia poskytovanie oprav, nahradnych rieSeni ani
rieSeni pre incidenty s vlastnym kédom Nadobudatela
licencie bez ohladu na to, kto vytvoril vlastny kéd
Nadobudatela licencie. Opravy alebo rie$enie incidentov
pre Funkcie mézu poskytovat SAP Innovative Business
Solutions na zaklade samostatnej zmluvy.

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

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

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

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

2.7.5 Licensee may designate qualified English speaking
contacts (up to the number of contacts specified in a
MaxAttention Services Scope Document to an Order
Form) within its SAP Customer Center of Expertise
(“License PED Contact(s)’) per Productive System
application component and installation number
combination specified in a MaxAttention Services Scope
Document to an Order Form and shall provide contact
details (in particular e-mail address and telephone number)
by means of which the Licensee PED Contact Person (or

2.7.1 SAP Product Engineer on Demand Services (,PED
Services®) je sluzba vzdialeného pristupu (ak nie je
dohodnuté inak), ktord poskytuje pristup technikovi
podpory spolo¢nosti SAP (,Produktovy technik®) na
poskytovanie poradenstva okrem iného aj v nasledujtcich
oblastiach: (i) analyza incidentov alebo problémov, (ii)
rieSenie/docasné rieSenie problémov, (i) osvedcené
postupy, (iv) dizajn softvéru. Sluzby PED Services sa
poskytuju vyluéne pre aplikaéné sucasti Produkéného
systtmu a zodpovedajuce inStalacie Nadobudatela
licencie uvedené v Specifikicii rozsahu SluZieb
MaxAttention Services k Objednavke.

2.7.2 Nadobudatel licencie musi inicializovat' sluzby PED
Services odoslanim incidentov v anglictine
prostrednictvom  systému SAP  Solution Manager
Enterprise Edition v stlade s aktualne platnou procedurou
prihlasenia spolo¢nosti SAP na spracovanie incidentov s
uvedenim vSetkych relevantnych detailov, naslednym
kontaktovanim Produktového technika a uvedenim Cisla
prislusného incidentu, ktory ma Produktovy technik
spracovat. Sluzby PED Services sa budu vztahovat iba
na: (i) incidenty v suvislosti s aplikacnymi sucastami
Produktivneho systému, ktoré st uvedené v Specifikacii
rozsahu Sluzieb MaxAttention Services k Objednavke a
ktoré su klasifikované spolo¢nostou SAP stavom dodavky
,neobmedzena dodavka“ a (ii) incidenty v suvislosti s
vydaniami aplikacnych sucasti Produkéného systému,
ktoré spadaju pod Standardnu udrzbu a/alebo RozSirenu
udrzbu.

2.7.3 Sluzby PED Services nezahffaju implementacné
sluzby ani dodavku sluzieb vzdialeného pristupu, ktoré su
k dispozicii v ramci Popisu sluzieb podpory. Sluzby PED
Services sa okrem toho nevztahuju na: i) incidenty
tykajuce sa vydania, verzie a/alebo funkcii aplikacnych
sucasti Produkéného systému vyvinutych Specialne pre
Nadobudatela licencie (okrem iného vratane sucasti
vyvinutych v ramci sluzieb SAP Innovative Business
Solutions a/alebo pobockami spolo¢nosti SAP), ii) verzie
pre krajiny, ktoré nie si su€astou aplikacnych sucasti
Produk&éného systému a ktoré sa namiesto toho poskytuju
prostrednictvom partnerskych doplnkov add-on, rozSireni
alebo modifikacii, st vyslovne vylu¢ené aj v pripade, ak
tieto verzie pre krajiny vytvorila spolo€nost SAP alebo
osoba ovladana spolo¢nostou SAP, (iii) ak hlavnou
pri¢inou incidentu nie je nespravna funkénost, ale
chybajuca funkcia (,vyvojova poziadavka”) alebo ak ide o
incidenty, ktoré vyzaduju poskytnutie poradenskych
sluzieb.

2.7.4 Spolo¢nost  SAP  priradi  jedného (1)
Produktového technika na kazdu kombinéciu inStalacie a
aplikaCnej suCasti Produkéného systému Specifikovanu v
Specifikacii rozsahu Sluzieb MaxAttention Services k
Objednavke do S$tyroch (4) tyzdriov od pociatoéného
datumu poskytovania sluzieb PED Services. Tito
Produktovi technici budu k dispozicii osem (8) hodin po¢as
beznych pracovnych dni v ¢ase od 8:00 do 18:00 v sulade
s prisluSnymi Statnymi sviatkami platnymi pre registrované
pracovisko spolo€nosti SAP, ktoré je priradené k instalacii,
pre ktord sa poskytuju sluzby PED Services (,Pracovna
doba pre sluzby PED").

2.7.5 Nadobudatel licencie mbéze v ramci svojho
Zakaznickeho kompetenéného strediska SAP uréit
kvalifikované anglicky hovoriace kontakty (maximalny
podet kontaktov je uvedeny v Specifikacii rozsahu Sluzieb
MaxAttention Services k Objednavke) (,Kontakty
Nadobudatela licencie pre sluzby PED®) na jednu
kombinaciu ¢Cisla inStalacie a aplikatnej sucasti
Produkéného systému $pecifikovani v Specifikacii
rozsahu Sluzieb MaxAttention Services pre Objednavku a
musi poskytnut kontaktné detaily (najméa e-mailova adresu
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the authorized representative of the Licensee PED
Contact) can be contacted at any time. Licensees PED
Contact(s) will be Licensee’s authorized representative(s)
empowered to make necessary decisions for Licensee or
bring about such decision without undue delay. PED
Services will be delivered exclusively to the assigned
Licensee PED Contact(s).

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

2.8 SAP Accelerated Incident Management - Basic
(“AIM — Basic”) Services.

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

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

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

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

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

a telefénne ¢islo), pomocou ktorych mozno Kontakt
Nadobudatela licencie pre sluzby PED (alebo
opravneného zastupcu Kontaktu Nadobudatela licencie
pre sluzby PED) kedykolvek kontaktovat. Kontakty
Nadobudatela licencie pre sluzby PED musia byt
autorizovani  zastupcovia  Nadobudatela licencie
splnomocneni vykonavat potrebné rozhodnutia v mene
Nadobudatela licencie alebo takéto rozhodnutia
zabezpe€it bez zbytocného odkladu. Sluzby PED
Services sa budu poskytovat vyluéne uréenym Kontaktom
Nadobudatela licencie pre sluzby PED.

2.7.6 V ramci priprav na dodavku sluzieb PED Services
musia Kontakt Nadobudatela licencie pre sluzby PED a
priradeni Produktovi technici spolo¢ne spustit jednu
povinnu sluzbu nastavenia pre prislusné kombinacie
instalacie a aplikacnej sucasti Produkéného systému. Tato
sluzba nastavenia bude zaloZzena na Standardoch a
dokumentécii spolo¢nosti SAP.

2.8 SAP Accelerated Incident Management - Basic
(,,AIM — Basic*) Services.

2.8.1 Ak sa strany pisomne nedohodnu inak, spolo¢nost
SAP bude od pondelka do piatka v ¢ase od 08:30 do 17:30
miestneho &asu poskytovat Nadobudatefovi licencie
pristup k anglicky hovoriacej osobe v ramci organizacie
podpory spolo¢nosti SAP (,Manazér spolo¢nosti SAP pre
incidenty”), ktora bude Nadobudatelovi licencie poskytovat
podporu pri optimalizacii spracovania incidentov s Prioritou
1 a Prioritou 2 tak, ako su definované v prislusnej zmluve
o poskytovani podpory spoloénosti SAP.  Priradenie
Manazéra spoloCnosti SAP pre incidenty nastane do
Siestich (6) tyzdnov po uplatneni Objednavky.

2.8.2 Manazér spolo¢nosti SAP pre incidenty
zabezpecuje: (i) monitorovanie stavu a aktivity spravy
incidentov pre incidenty s Prioritou 1 a Prioritou 2, (ii)
vykazovanie trendu v situcii Nadobudatela licencie v
suvislosti s incidentmi vSetkych priorit vo vybratych
systémoch, (iii) relacie na splnomocnenie procesu spravy
v rdmci spracovania incidentov a (iv) pravidelné mitingy na
dialku s Nadobudatefom licencie na reviziu stavu
incidentov Nadobudatefla licencie.

2.8.3 Spolo¢nost SAP okrem toho ur¢i manazéra pre
kritické situacie v ramci organizacie podpory spolo¢nosti
SAP, ktory bude na dialku koordinovat alebo pomahat
Nadobudatelom licencie uréenému kontaktu manazmentu
(,Kontakt Nadobudatefa licencie®) incidentov s Prioritou 1.
K uréeniu manazéra pre kritické situacie dochadza
priblizne jednu (1) hodinu od poziadavky Nadobudatela
licencie, ktora je zdokumentovand v incidente s Prioritou 1.
Uréeny manazér pre kritické situacie bude k dispozicii
Kontaktu Nadobudatela licencie a zostane nasadeny az
dovtedy, kym neddjde k niektorej z nasledujicich udalosti:
(i) vyrieSenie alebo do€asné rieSenie incidentu s Prioritou
1, (i) znizenie Urovne priority incidentu na ind Uroven
priority nez je Priorita 1 alebo (iii)) dohoda medzi stranami
o zruSeni nasadenia uréenej osoby spolo¢nosti SAP.
2.8.4 Sluzby AIM — Basic Services sa budu poskytovat
vyluéne pre vybrané kombinacie instalacii a systémovych
ID (SID) alebo kombinacie cloudovej sluzby SAP a
instalacii Nadobudatela licencie uvedené v Specifikacii
rozsahu Sluzieb SAP MaxAttention Services k
Objednavke. Nadobudatel licencie moze vybrat Sluzby
AIM - Basic Services pre cloudové sluzby SAP
identifikované v pokyne SAP Note 2649568.

2.8.,5 Nadobudatel licencie mbéze wur€it az tri (3)
kvalifikované anglicky hovoriace kontakty (,Kontakty
Nadobudatela licencie pre sluzby AIM“) a musi poskytnut
kontaktné detaily (najma e-mailovl adresu a telefénne
¢islo), pomocou ktorych mozno Kontakty Nadobudatela
licencie pre sluzby AIM kontaktovat. Sluzby AIM — Basic
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2.8.6 As preparation for delivery of AIM — Basic Services,
Licensee’s AIM Contacts and the assigned SAP Incident
Manager will jointly perform one (1) initial remote set-up
meeting.

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

Engagement Management.

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

3.2 In addition, the parties shall conduct regular executive
meetings during the term of MaxAttention Services
(“Executive Meetings”). Such Executive Meetings will
occur no less than once per quarter at times and dates
mutually agreed to by the parties. The purpose of such
Executive Meetings is to review, discuss and mutually
agree if further measures are required to achieve the
purposes of the MaxAttention Services based on the then
current MaxAttention Services status. Each meeting will
include a status report on progress in the key focus areas,
including, but not limited to, the following:

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

. Identification of risks and/or delays that
may jeopardize the performance of
Licensee’s SAP Software solution
including risk mitigation
recommendations
. Implementation of recommendations
. Discussion of open issues and any
change requests from either party
. Relevant details regarding project
organization and planning
A meeting report will be prepared by SAP’s Engagement
Manager and forwarded to Licensee’s Engagement
Manager for verification. In the event Licensee’s
Engagement Manager does not contest the report in
writing within thirty (30) working days of receiving such
report by providing specific report change requests, the
report will be deemed confirmed by Licensee. The parties

Services sa musia dodavat vyluéne uréenym Kontaktom
Nadobudatela licencie pre sluzby AIM.
2.8.6 V ramci priprav na dodavku sluzieb AIM — Basic
Services musia Kontakty Nadobudatela licencie pre sluzby
AIM a priradeny Manazér spolo¢nosti SAP pre incidenty
spolo¢ne uskutocnit jedno (1) pociatotné ustanovovacie
stretnutie na dialku.
2.9 SAP Baseline Support for Innovative Business
Solutions (,,Sluzby IDP Support®). Sluzby IDP Support
poskytuju sluzby podpory pre spracovanie incidentov, ako
je to popisané v Prilohe 1 prilozenej k tomuto dokumentu,
pre vSetky Funkcie dodané Nadobudatelovi licencie a
prijaté Nadobudatelom licencie podla Specifikécii rozsahu
Sluzieb SAP Innovative Business Solutions Development
k Objednavke alebo Rozsahov prac zadanych v
Specifikacii rozsahu Sluzieb MaxAttention Services k
Objednavke (,Specifikacie rozsahu alebo Rozsahy prac
vhodné pre Sluzby IDP Support), okrem softvéru, na ktory
sa vztahuju Specialne zmluvy o poskytovani podpory
(ktoré okrem iného zahffiaju SAP Enterprise Support alebo
SAP Product Support for Large Enterprises).
Riadenie uplatnenia.
3.1 Kazda strana musi urCit svojho Manazéra pre
uplatnenie. Manazérom spolo¢nosti SAP pre uplatnenie
bude povereny LTQM. Manazér Nadobudatela licencie
pre uplatnenie musi ovladat angli€tinu a musi byt
opravneny vykonavat potrebné rozhodnutia v mene
Nadobudatela licencie alebo prijat takéto rozhodnutie bez
zbyto€ného odkladu. Tito manazéri pre uplatnenie musia
uzko vzajomne spolupracovat na uplathovani podmienok
Zmluvy.  Sluzby MaxAttention Services vykonavané
priradenymi zdrojmi spoloénosti SAP budu koordinované s
Manazérom Nadobudatefla licencie pre uplatnenie.
3.2 Strany okrem toho musia organizovat pravidelné
stretnutia exekutivy poas obdobia poskytovania Sluzieb
MaxAttention Services (,Stretnutia exekutivy®).  Tieto
Stretnutia exekutivy sa budu organizovat aspon raz za
Stvrtrok, priCom na konkrétnych datumoch a €asoch sa
strany navzajom dohodnd. Ugelom tychto Stretnuti
exekutivy je kontrola, prediskutovanie a vzajomné
odsuhlasenie dalSich opatreni na dosiahnutie cielov
Sluzieb MaxAttention Services na zaklade aktualne
platného stavu Sluzieb MaxAttention Services. Kazdé
stretnutie bude =zahfhat spravu o stave priebehu v
kfu€ovych oblastiach zamerania vratane nasledujucich
oblasti:
e Hodnotenie priebehu na zéaklade
prislusného programu individualnej
Sluzby  MaxAttention  Service v
porovnani s odsuhlasenymi klfu¢ovymi
oblastami zamerania, KPl a planom
uplatnenia Sluzieb MaxAttention
Services
. Identifikacia rizik a/alebo oneskoreni,
ktoré mézu ohrozit vykon rieSenia
Nadobudatela licencie na baze
Softvéru SAP vratane odportc¢ani na
minimalizéaciu rizik
. Implementacia odporucani
. Diskusia o nevyrieSenych problémoch a
Ziadostiach o zmenu oboch stran
e  Relevantné podrobnosti o organizovani
a planovani projektu
Tuato spravu zo stretnutia pripravuje Manazér spolo¢nosti
SAP pre uplatnenie, ktory ju postipi Manazérovi
Nadobudatela licencie pre uplatnenie na overenie. Ak
Manazér Nadobudatela licencie pre uplatnenie pisomne
nepredlozi Ziadne namietky voci sprave do tridsiatich (30)
pracovnych dni od prijatia tejto spravy poskytnutim
konkrétnych Ziadosti o zmenu spravy, sprava sa bude
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shall cooperate in good faith to resolve any report change
requests and issue final versions for approval and
acceptance.

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

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

Licensee Requirements.

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

General Provisions.

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

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

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

5.4 The scope of MaxAttention Services offered by SAP
may be changed annually by SAP at any time upon ninety
(90) days prior written notice to reflect the continuing
development of SAP Software and technical advances,
and provided such changes in the scope of MaxAttention
Services are applied to similarly situated SAP licensees
subscribing to MaxAttention Services in the Territory as

povazovat za akceptovanu a potvrdent Nadobudatelom
licencie. Strany spolupracuju v dobrej viere na rieSeni
akychkolvek zZiadosti o zmenu spravy a zverejnia finalne
verzie na schvélenie a odsuhlasenie.

3.3 SAP Cloud Governance. Ak si Nadobudatel
predplatil cloudové vydanie sluzby SAP Preferred Care
alebo SAP Preferred Success, Experti na sluzby podpory
(ako je tento pojem definovany v Pravidlach podpory pre
Cloudové sluzby SAP) budu zapojeni do riadenia spravy
uplatnenia Sluzieb MaxAttention Services [Cize do ucasti
na Stretnutiach exekutivy, koordinacie aktivit s uréenymi
Manazérmi pre uplatnenie] opisanych v tomto Clanku 3
pocas obdobia platnosti Sluzieb MaxAttention Services a
dovtedy, kym bude mat Nadobudatel licencie predplatené
cloudové vydanie sluzby SAP Preferred Care alebo SAP
Preferred Success.

3.4 Strany tymto potvrdzuju, Ze spolupraca poradcov tretej
strany Nadobudatela licencie (,Partner Nadobudatela
licencie”) je kliCova pre Uspech uplatnenia individualnych
Sluzieb MaxAttention Services. Nadobudatel licencie
zabezpeci, aby Partner Nadobudatela licencie bol v sulade
so zodpovednostami Nadobudatela licencie, tohto PSMS
a akejkolvek Specifikacie rozsahu SluZieb MaxAttention
Services k Objednavke a aby spolupracoval so
spolo¢nostou SAP tak, ako to spolo¢nost SAP
oddvodnene pozaduje, aby si spoloé¢nost SAP mohla plnit
svoje povinnosti vyplyvajice z tohto PSMS a akejkolvek
Specifikacie rozsahu Sluzieb MaxAttention Services k
Objednavke.

Poziadavky na Nadobudatela licencie.

4.1 V zaujme prijimania Sluzieb MaxAttention Services
podla Objednavky Nadobudatel licencie musi: (i)
pokracovat' v platbe vSetkych poplatkov za poskytovanie
podpory (t. j., poplatkov za sluzbu Enterprise Support
alebo poplatkov za sluzbu Product Support for Large
Enterprises) podla Licenénej zmluvy a (ii) inak si pInit svoje
povinnosti  vyplyvajuce z Licen€nej zmluvy, VOP,
Objednavky a Specifikacie rozsahu SluZieb MaxAttention
Services. Nadobudatel licencie musi nainStalovat,
nakonfigurovat' a pouzivat systém SAP Solution Manager
Enterprise Edition v sulade s Popisom sluzieb podpory,
kedZze SAP Solution Manager Enterprise Edition je
platforma dodanej sluzby pre dokumentovanie Hlavnych
problémov, klfu€ovych podnikovych procesov a kritickych
systémovych informacii. Nadobuldatel licencie poskytne
vzdialené pripojenie a pristup k Udajom v sulade s
Popisom sluZieb podpory.

VSeobecné ustanovenia.

5.1 Priradené Nasadené zdroje maju opravnenie na svoju
zvy€ajnu ro¢nu dovolenku tak, ako je to uvedené v ich
zamestnaneckej zmluve so spolo¢nostou SAP alebo inou
osobou ovladanou spolo¢nostou SAP.

5.2 Na zaistenie efektivnej komunikacie obe strany
stuhlasia s tym, Ze jazykom pre dodavku Sluzieb
MaxAttention Services bude angli¢tina.  Relevantné
informacie  sulvisiace s individudlnymi  Sluzbami
MaxAttention Services sa zdrojom spolo¢nosti SAP budu
poskytovat' v angli¢tine.

5.3 Nadobudatel licencie suhlasi s tym a chape, zZe
priradené zdroje spolo¢nosti SAP (vratane priradenych
Nasadenych zdrojov) mbzu prileZitostne vykonavat
aktivity suvisiace so Sluzbami MaxAttention Services
podla tohto dokumentu aj z pracoviska spolo¢nosti SAP.
5.4 Spolo¢nost SAP modze na zaklade pisomného
oznamenia devatdesiat (90) dni vopred kedykolvek zmenit
rozsah poskytovania Sluzieb MaxAttention Services
ponukanych spolocnostou SAP tak, aby zohladroval
pokracujuci vyvoj Softvéru SAP a technického rozvoja, a
za predpokladu, zZe tieto zmeny v rozsahu Sluzieb
MaxAttention Services sa uplatnia aj na podobne
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defined in the applicable SAP License Agreement. In the
event SAP exercises its option to change the scope in
accordance with this Section 5.4, and such changes are
not acceptable to Licensee, Licensee is entitled to
terminate the MaxAttention Services Scope Document(s)
to any Order Form(s) affected by such scope change(s)
with effect at the expiration of this ninety (90) day period.
If Licensee does not terminate within such period, the
changes are deemed to be accepted by Licensee.

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

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

situovanych nadobudatelov licencie spolo¢nosti SAP, ktori
maju predplatené Sluzby MaxAttention Services na
Uzemi. Ak si spoloénost SAP uplatni svoju moZnost
zmenit rozsah v sulade s tymto Clankom 5.4 a tieto zmeny
nebudu pre Nadobudatela licencie prijatelné, Nadobudatel
licencie je opravneny vypovedat Specifikaciu rozsahu
Sluzieb MaxAttention Services k Objednavke ovplyvnenu
tymito zmenami rozsahu s nadobudnutim G¢innosti pri
uplynuti platnosti tohto obdobia devatdesiatich (90) dni.
Ak Nadobudatel licencie neukonéi Zmluvu v uvedenom
termine, zmeny sa povazuji za akceptované
Nadobudatelom licencie.

5.5 Poplatky sa m6zu zmenit raz za kalendarny rok, a to
po 90 (devatdesiatich) drioch od pisomného oznamenia
tejto zmeny Nadobudatefovi licencie. Ak si spolo¢nost’
SAP uplatni svoje pravo zmenit poplatky v sulade s
predchadzajucou vetou a tieto zmeny nie su pre
Nadobudatela licencie prijatelné, Nadobudatel licencie je
opravneny vypovedat Specifikdcie rozsahu Sluzieb
MaxAttention Services k Objednavkam ovplyvnené touto
zmenou poplatkov na zéklade pisomného oznamenia do
tridsiatich (30) dni od prijatia pisomného oznamenia
spolo¢nosti SAP Nadobudatelovi licencie o takejto zmene
poplatkov s nadobudnutim u€innosti do konca aktualneho
kalendarneho roka, v ktorom sa toto oznamenie o zmene
poplatkov poskytne. Ak Nadobudatel licencie neukonci
Zmluvu v uvedenom termine, zmeny poplatkov sa
povazuju za akceptované Nadobudatelom licencie.

5.6 Uginnost' Sluzieb MaxAttention Services sa ukonéi k
tomu istému datumu, (i) ku ktorému sa ukonéi aj Popis
sluzieb podpory podla Licen¢nej zmluvy alebo (ii) ku
ktorému dojde k zmene predplatenych sluzieb podpory
spolo¢nosti SAP (Cize podpory SAP Enterprise Support
alebo SAP Product Support for Large Enterprises) pre
Nadobudatela licencie na podporu SAP Standard Support.

SAP Service Description for SAP MaxAttention Services SLOVAK v.6-2020 13



Exhibit 1
SAP Baseline Support for Innovative Business Solutions

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

1. Definitions:

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

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

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

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

1.5 “SAP Software”: For the purposes of this Exhibit, the

Priloha 1
SAP Baseline Support for Innovative Business Solutions
Tato Priloha upravuje poskytovanie sluzby SAP Baseline
Support for Innovative Business Solutions, ako je dalej
definovana v tomto dokumente (,Sluzby IDP Support‘) pre
vSetky Funkcie tak, ako je definované v Clanku 1.3 niZSie, s
vynimkou softvéru, na ktory sa vztahuju Specialne zmluvy o
poskytovani podpory (€o okrem iného zahffia podporu SAP
Enterprise Support alebo podporu SAP Product Support for
Large Enterprises).
1. Definicie:
1.1 ,Zakladny softvér: odkaz na ,Zakladny softvér* na
Ucely tejto Prilohy znamend Softvér SAP, od ktorého zavisi
alebo v ktorom sa uplatiiuje inStalacia a pouzivanie
Funkcii. Zakladny softvér nie je licencovany podla tejto
Prilohy a musi sa licencovat samostatne.
1.2 ,KomunikaCny bod zakaznika“ odkaz na
+,Komunikaény bod zakaznika“ na ucely tejto Prilohy
znamena  certifikované  Zakaznicke  kompetencné
stredisko (,Zakaznicke COE®) alebo zamestnancov
Nadobudatela licencie opravnenych na pozadovanie
Sluzieb IDP Support. V pripade Zakaznickeho COE platia
relevantné podmienky a ustanovenia Popisu sluzieb
podpory. Ak nie je k dispozicii ziadne Zakaznicke COE,
Nadobudatel licencie musi pre spolo¢nost SAP pisomne
nominovat zamestnancov opravnenych na pozadovanie
Sluzieb IDP Support.
1.3 ,Funkcie*: odkaz na ,Funkcie” na ucely tejto Prilohy
znamena softvér alebo funkcie a prislu$ni dokumentaciu,
ktoré Nadobudatel licencie nakupi od spolo¢nosti SAP na
zéklade Specifikacii rozsahu alebo Rozsahov prac
vhodnych pre Sluzby IDP Support uvedenych v Clanku 1
Specifikicie rozsahu Sluzieb MaxAttention Services k
Objednavke.
1.4 ,Produkény systém*“: odkaz na ,Produkény systém* pre
Ucely tejto Prilohy znamena aktivny systém, v ktorom su
nain$talované Funkcie, ktory sa pouziva na beznu
prevadzku podniku a v ktorom su uloZené udaje
Nadobudatela licencie.
1.5 ,Softvér SAP*: odkaz na ,Softvér SAP* na ucely tejto

reference to “SAP Software” means all software licensed Prilohy ~ znamena  vSetok  softvér  licencovany
by Licensee from SAP under the License Agreement. Nadobudatefom licencie od spolo¢nosti SAP na zaklade
Zmluvy.
2. SAP_ Baseline Support for Innovative Business 2. SAP_Baseline Support for Innovative Business
Solutions. Solutions.

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

2.1 Sluzby IDP Support poskytované podla tejto Prilohy st
obmedzené na Funkcie poskytnuté Nadobudatelovi
licencie a prijaté Nadobudatelom licencie podla
Specifikacii rozsahu alebo Rozsahov prac vhodnych pre
Sluzby IDP Support a uvedenych v Specifikécii rozsahu
Sluzieb MaxAttention Services k Objednavke. Sluzby IDP
Support podporuji  Funkcie s vydaniami Zakladného
softvéru a v prostredi informacnych technoldégii (,IT“) tak,
ako je definované v prislusnych Specifikaciach rozsahu
alebo Rozsahoch prac pre Sluzby IDP Support a suvisiacej
dokumentacii. Sluzby IDP Support v pripadoch
Specifikacii rozsahu alebo Rozsahov prac pre Sluzby IDP
Support, v ktorych dochadza k odsuhlaseniu Funkcii
Nadobudatelom licencie po¢as Obdobia platnosti Sluzieb
MaxAttention Services Specifikicie rozsahu SluZieb
MaxAttention Services k Objednavke, sa zacinaju
poskytovat k prvému dnu mesiaca nasledujuceho po
uplatneni dodatku k Objednavke zo strany Nadobudatela
licencie, na zaklade ktorého dochadza k aktivacii Sluzieb
IDP Support v sulade s Clankom 3 Specifikacie rozsahu
Sluzieb MaxAttention Services k Objednavke. VsSetok
ostatny Softvér SAP licencovany Nadobudatelom licencie
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2.2 IDP Support is provided during IDP Support Office
Time and includes the following:
. Incident handling by SAP for problems related to
the Features
e Coding corrections or patches (such as altered
programs not reproducing the referenced
malfunction), or workaround solutions or action
plans
e  Support packages for Features - correction
packages to reduce the effort of implementing
single corrections or changes to existing
functionality. This is not applicable in cases
where the Features are or have been developed
on Licensee’s non-Production System.
2.3 For daily operation and cooperation for support-related
issues associated with IDP Support, SAP will name a
contact person for Licensee within SAP's Innovative
Business Solutions organization (the “IDP Support
Delivery Manager”). The IDP Support Delivery Manager
will perform the following tasks as it relates to the delivery
of IDP Support for the Features:

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

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

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

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

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

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

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

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

podla Licenénej zmluvy je vyslovne vylu¢eny zo Sluzieb
IDP Support poskytovanych podla tejto Prilohy.

2.2 Sluzby IDP Support sa poskytuju po€as Pracovnej
doby Sluzieb IDP Support a zahffiaju nasledujuce ¢innosti:

e  spracovanie Incidentov spolo¢nostou SAP pre
problémy suvisiace s Funkciami,

e  opravy kédu (ako napriklad pozmenené programy,
ktoré nereprodukuji odkazovanu nespravnu
¢innost) alebo docasné riesSenia, pripadne akéné
plany,

e baliky podpory pre Funkcie — opravné baliky na
znizenie narocnosti implementacie jednotlivych
oprav alebo zmien do existujucich funkcii. To sa
nevztahuje na pripady, ked sa Funkcie vyvijaju
alebo boli vyvinuté v inom nez Produkénom
systéme Nadobudatefla licencie.

2.3 Na ucely dennej prevadzky a spoluprace v pripadoch
problémov suvisiacich s podporou Sluzieb IDP Support
spoloCnost SAP vymenuje kontaktnd osobu pre
Nadobudatela licencie v ramci organizéacie Innovative
Business Solutions spolo¢nosti SAP (,Manazér dodavok
Sluzieb IDP Support®). Manazér dodavok Sluzieb IDP
Support vykonava nasledujdce Ulohy, ktoré sivisia s
dodavkami Sluzieb IDP Support pre Funkcie:

e nastavenie a sprava komponentu Nadobudatela
licencie pre incidenty a suvisiacich frontov pre
incidenty,

e riadenie timu internej podpory pre SAP Innovative
Business Solutions, ktory je nasadeny na
poskytovanie Sluzieb IDP Support podla tohto
dokumentu,

. podpora TQM pri koordinacii a zacleneni
zodpovedajucich Sluzieb MaxAttention Services
suvisiacich so Sluzbami IDP Support v Plane
sluzieb a podpory uplatnenia Sluzieb MaxAttention
Services,

. podpora TQM  pri  koordinacii  dodavok
individualnych sluzieb na urovni projektu pre
Sluzby MaxAttention Services suvisiace so
Sluzbami IDP Support, ktoré boli zahrnuté do Planu
sluzieb a podpory uplatnenia Sluzieb MaxAttention
Services,

e UCast na Stretnutiach exekutivy tykajucich sa
Sluzieb IDP Support (napr. informovanie o
incidentoch Nadobudatefla licencie, informovanie o
stave dodavok Sluzieb MaxAttention Services v
suvislosti so Sluzbami IDP Support).

Predpoklady na strane Nadobudatela licencie. V
zaujme prijimania Sluzieb IDP Support tak, ako je opisané
v tejto Prilohe, musi Nadobudatel licencie splinit
nasledujuce poziadavky:

3.1 spInit svoje povinnosti vyplyvajuce z tejto Prilohy,
Objednavky a Zmluvy,

3.2 odosielat vSetky incidenty spolo€nosti SAP v angli¢tine
prostrednictvom  aktudlne pouzivanej infrastruktary
podpory spolo¢nosti SAP tak, ako je spristupnena
Nadobudatelovi licencie podla Popisu sluzieb pomocou
komponentu pre incidenty poskytnutého spolo€nostou
SAP pisomne na zaklade odsuhlasenia prislusnych
Funkcii. Nespravne priradenie incidentu tykajaceho sa
Funkcii k spravnemu komponentu pre incidenty zo strany
Nadobudatela licencie mbze viest k omeskaniu odozvy
spolo€nosti SAP na incident o urenie a vykonanie
spravneho priradenia. Nadobudatel licencie chape a
potvrdzuje, Ze spolo¢nost SAP mbze spracovat incidenty,
ktoré nie su v angli¢tine, az po $tandardnom preklade
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3.3 Licensee shall describe how the incident presents
itself; in some cases, Licensee may have to demonstrate
the incident. Licensee shall help SAP analyze the incident
and support SAP’s IDP Support services, if necessary
deploying Licensee’s own employees for these purposes.

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

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

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

3.7 Licensee may be required to upgrade to more recent
versions of its operating systems and databases to receive
IDP Support services.

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

Additional Terms and Conditions.

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

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

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

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

incidentov, a potrebny ¢as sa pripocita k spracovaniu
incidentu.

3.3 Nadobudatel licencie musi opisat, ako sa incident
prejavuje, pricom v niektorych pripadoch sa méze od
Nadobudatela licencie pozadovat predvedenie incidentu.
Nadobudatel licencie musi poméct spolo¢nosti SAP pri
analyze incidentu a podporovat Sluzby IDP Support
spolo¢nosti SAP v pripade potreby aj nasadenim vlastnych
zamestnancov Nadobudatela licencie na tieto ucely.

3.4 Nadobudatel licencie musi klasifikovat kazdy incident
vo Funkciach alebo suvisiacej dokumentacii v sulade s
pokynom SAP Note 67739.

3.5 Nadobudatel licencie musi spristupnit spolo¢nosti SAP
vSetky dokumenty tykajluce sa akychkolvek pozmeneni a
vylepSeni (napr. Modifikdcie alebo Doplnky Add-On)
vytvorenych  Nadobudatefom licencie alebo pre
Nadobudatela licencie, ktoré moézu poméct pri analyze
incidentu. Nadobudatel licencie tiez musi viest primeranu
a aktualizovanu evidenciu tychto pozmeneni a vylepSeni a
v pripade potreby k nej poskytnut pristup aj spolo¢nosti
SAP.

3.6 Nadobudatef licencie musi pouZit vSetky opravy kédu,
opravy, nahradné rieSenia, baliky podpory a dalSie
rieSenia poskytnuté spolocnostou SAP na zaklade tejto
Prilohy na Funkcie.

3.7 Nadobudatel licencie m6ze byt na ziskanie Sluzieb
IDP Support poziadany o vykonanie inovacie na novSie
verzie svojich operacnych systémov a databaz.

Zmeny v Informaciach o Nadobudatelovi licencie a
audit. Nadobudatel licencie bez zbytoéného odkladu
informuje spolo¢nost SAP o akychkolvek zmenach v
indtalaciach Funkcii Nadobudatela licencie a poskytne
vSetky ostatné informécie relevantné pre pouzivanie
Funkcii. V zaujme overenia zhody s podmienkami tejto
Prilohy ma spoloénost SAP opravnenie pravidelne
monitorovat spravnost informacii, ktoré Nadobudatel
licencie poskytol.

Dodatoéné podmienky a ustanovenia.

5.1 Sluzby IDP Support podla tohto dokumentu sa budu
poskytovat v inom nez Produkénom systéme
Nadobudatela licencie, kde sa Nadobudatelovi licencie
poskytovali Funkcie podfa prislusnych Specifikacii
rozsahu alebo Rozsahov prac pre Sluzby IDP Support. Z
opodstatnenej pri¢iny a s ohfadom na vsetky ostatné
predpoklady tejto Prilohy Nadobudatel licencie méze
pozadovat a SAP méze odsuhlasit poskytovanie Sluzieb
IDP Support v dalSom inom nez Produkénom systéme
Nadobudatela licencie namiesto tohto systému na
prislusné poskytovanie Sluzieb IDP Support. Bez ohladu
na cokolvek, ¢o je v rozpore s vy$Sie uvedenym, je
uplatnenie poskytnutych Sluzieb IDP Support na
Produkéné systémy Nadobudatela licencie vylu¢nou
zodpovednostou Nadobudatela licencie.

5.2 Ak spolo¢nost SAP poskytuje softvér tretej strany (iny
softvér nez softvér SAP) Nadobudatelovi licencie podla
prislusnych Specifikacii rozsahu alebo Rozsahov prac pre
Sluzby IDP Support, spolo¢nost SAP nebude poskytovat
Sluzby IDP Support pre takyto softvér tretej strany, ak sa
to pisomne nedohodne inak.

5.3 Sluzby IDP Support sa poskytuje vyluéne v
Komunikaénom bode zakaznika, ktory musi podporovat
kazdu instalaciu Funkcii, na ktoru sa vztahuje tato Priloha.
5.4 Sluzby IDP Support sa automaticky ukonéi k tomu
istétmu datumu ako Standardna udrzba alebo rozSirena
udrzba (ak si Nadobudatel licencie predplatil roz$irenu
udrzbu a ak su takéto podmienky definované v dokumente
stratégii spolo¢nosti SAP pre vydavanie verzii na lokalite
www.support.sap.com/releasestrategy) pre Zakladny
softvér.
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5.5 Fee(s) are subject to change: a) in the case of fixed fee
IDP Support Eligible Scope Document(s) or SOW(s) for the
development of Features receiving IDP Support
hereunder, to reflect changes in the development fees for
the Features receiving IDP Support under the applicable
IDP Support Eligible Scope Document(s) or SOW(s); or b)
in the case of time and materials IDP Support Eligible
Scope Document(s) or SOW(s) for the development of
Features receiving IDP Support hereunder, to reflect a
revised calculation of the Fee based on the total
development fees (including travel and expenses) paid by
Licensee to SAP for the Features receiving IDP Support
under the applicable IDP Support Eligible Scope
Document(s) or SOW(s) during the term of the applicable
IDP Support Eligible Scope Document(s) or SOW(s).

5.5 Poplatky podliehaji zmene: a) ak ide o Specifikacie
rozsahu alebo Rozsahy prac pre Sluzby IDP Support s
fixnymi poplatkami za vyvoj Funkcii, pre ktory sa poskytuju
Sluzby IDP Support podla tohto dokumentu, aby doslo k
zohladneniu zmien v poplatkoch za vyvoj pre Funkcie, pre
ktoré sa poskytuju Sluzby IDP Support, podfa prislusnych
Specifikacii rozsahu alebo Rozsahov prac vhodnych pre
Sluzby IDP Support, alebo b) ak ide o Specifikacie rozsahu
alebo Rozsahy prac pre Sluzby IDP Support s uctovanim
na zaklade ¢asu a materialu, za vyvoj Funkcii, pre ktoré sa
poskytuju Sluzby IDP Support podla tohto dokumentu, aby
doslo k zohladneniu revizie vypoctu poplatkov na zéklade
celkovych poplatkov za vyvoj (vratane cestovného a
vydavkov)  zaplatenych ~ Nadobudatelom licencie
spolocnosti SAP za Funkcie, pre ktoré sa poskytuju Sluzby
IDP Support, podla prislusnych Specifikacii rozsahu alebo
Rozsahov prac vhodnych pre Sluzby IDP Support pocas
obdobia platnosti prislusnych Specifikacii rozsahu alebo
Rozsahov prac pre Sluzby IDP Support.
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