SAP ActiveAttention for on-premises solutions Service Description (“ASD”)
SAP ActiveAttention for on-premises solutions A{H|A AH(“ASD")

SAP ActiveAttention for on-premises solutions may provide professional expertise onsite and/or remotely to assist
Customer in ActiveAttention engagement planning, governance, analysis and identification of potential business
improvement, and advisory on potential architecture transformation driving continuous business improvement within
Customer’s lines of business and/or to assist Customer in the handling of orchestration and operations of Customer’s
SAP on-premises solutions landscape, supporting transformation, implementation, upgrade, and operations projects.
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The capitalized terms referred to and not defined herein will have the same meaning as they are defined in the
Agreement.
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1. DEFINITIONS
80 9|
1.1. “Calendar Quarter” means the three-month period ending on March 31, June 30, September 30, and

December 31 respectively of any given calendar year.
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1.2. “Local Office Time” means regular working hours (8:00 am to 6:00 pm) during regular working days, in
accordance with the applicable public holidays observed by SAP’s registered office. Solely with regard to the
SAP Service Level Agreement and/or the SAP Premium Service Level Agreement defined herein, both parties

can mutually agree upon a different registered office of one of SAP’s Affiliates to apply and serve as reference

for the Local Office Time.
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1.3. “Normal Business Hours” means an 8 hour period between 6:00 am and 8:00 pm, Monday thru Friday,
unless otherwise agreed to in writing by the parties.
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1.4. “Production System” means a live SAP system used for running Customer’s internal business operations
and where Customer’s data is recorded.
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1.5.

1.6.

2.1.

2.11.

“Support Schedule” means the schedule to the License Agreement for SAP support (i.e., SAP Standard
Support, SAP Enterprise Support or SAP Product Support for Large Enterprises) that is in force for the
Software licensed under the License Agreement.
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“Top-lssue” means issues and/or failures identified and prioritized jointly by SAP and Customer in
accordance with SAP standards which:
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a) endanger Go-Live of a pre-production system; or
28 ™ CHA A[A- QI Go-Live O XAHEE WLt
b) have a significant business impact on a Production System.
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SAP ACTIVEATTENTION SERVICES
SAP ACTIVEATTENTION A H|A

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

SAP delivers SAP Embedded Services as an onsite team consisting of the SAP support resources
(“Embedded Resources”) identified in an SAP ActiveAttention for on-premises solutions Scope Document
to an Order Form performing the role described below. Such Embedded Resources will be available at the
Customer location(s) during Normal Business Hours for the quota of days per period of time (“Period”) per
assigned Embedded Resource during the ActiveAttention Services Term all as specified in the SAP
ActiveAttention for on-premises solutions Scope Document to an Order Form (“Embedded Resources
Quota”). The assignment of Embedded Resources will occur within 6 weeks after execution of the Order
Form. The Embedded Resources Quota does not include any vacation leave by the assigned Embedded
Resources.
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2.1.21.

21.2.2.

Depending on the role, the activities of the assigned Embedded Resource(s) will comprise one or any
combination of the following areas to the extent applicable as mutually agreed to by the parties:
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SAP Foundation Technical Quality Manager (“FTQM”) activities:

SAP Foundation 7|& &% #2|XH("FTQM”) Y7 &S

a)

b)

Understand Customer’'s SAP Software solution and business processes
NZHO| SAP 2ZEQ0 £RMAD H=L A T2 A O[S L T,
Provide advice, guidance, and assistance in the following areas:
CHS 2OFOf M = ¢, Qtl, X3S MSEL
Technical risk management/program management of complex Customer Software implementation,
upgrade, and transformation projects
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SAP release & upgrade strategy that is aligned with Customer’s information technology (IT) strategy
Dol T MEFof| HHF SsAp E2[A 8 faolE H™Ef

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

Provide transparency for focus area progress including status reporting of jointly agreed key performance
indicators (“KPls”)
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Develop and maintain mutually agreed Customer-specific ActiveAttention Services engagement plans
M oto|=l 2 D740 E3}E ActiveAttention MH|A HE A2l S JiYstn SX|BhL|Ct

Facilitate the performance of the ActiveAttention Services engagement plan including the coordination of
individual service deliveries and SAP resource staffing
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SAP Technical Quality Manager (“TQM”) activities:

SAP 7|& EE HEIXH("TQM") €7 &35!

a)

Provide advice, guidance, and assistance with agreed to focus areas:
SO Bl CHS ZH 2O =, oY, X g A Seuct

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

SAP Support 27, 11 7¢ Support Z2AM|A, SAP Support =(0l: SAP Note Assistant, SAP Notes

Search, SAP Solution Manager Enterprise Edition) AH&
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. Integrated end-to-end application lifecycle management
=g WESAE OfZ2[AH 0[N =T F7| &
. Integration validation of complex Customer solutions
SHot M £R2H0l S EF
) Operate the SAP solution more efficiently
SAP 2249 BCt 28X0 28
. Solution availability management, monitoring, and performance
S2M 718y Bl BUHY X 45
. Risk mitigation plan(s) for critical maintenance issues
T8 FXA 2 ARRto]| ik 9 2tet A=
) Incident reduction and/or avoidance
AR 24 Y/EE 3
b) Track Customer’s implementation of SAP’s recommendations and action plans resulting from the delivery
of SAP Expert Services hereunder
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c) Provide periodic status and risk reporting at Customer’s project management level
Dol Z2ME 2 XM ZI|Hel JEj & 2l EAE HSELCh
d) Assist Customer in coordinating, tracking, and reporting SAP technical risk mitigation and Top-Issues
10| SAP 7|& 1Y 2tz & Top-Issue & =&, 8 S 218 = AU E X[t
e) Manage quality gates for selected focus area projects
MEts SF 20F Z2HMES| 3/ HO|EE H2|TLCh
2.1.3. All SAP Embedded Services will be coordinated with Customer's Engagement Manager. Changes to the
scope of the SAP Embedded Services may be made upon prior written mutual agreement of the parties. Any

such changes to the SAP Embedded Services will in all cases only relate to SAP Embedded Services and no
other type of SAP services.
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2.2. SAP Expert Services
SAP Expert A{H|A

2.2.1. SAP may provide (“SAP Expert Services”) during Normal Business Hours (unless otherwise agreed to in
writing by the parties in advance) as may be determined by SAP and Customer in the agreed to ActiveAttention
Services engagement plan, for the quota of SAP Expert Services days per Period during the ActiveAttention
Services Term specified in the SAP ActiveAttention for on-premises solutions Scope Document to an Order
Form (“Expert Services Quota”).
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2.2.2.

2.2.3.

224,

SAP £ ZZFAMO0| CHEH SAP ActiveAttention for on-premises solutions AH|A EHQ| EA0| HA|=
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1ZHo| ot Hiof| e} (“SAP Expert MH[A"E MSY = ASHCHHEZH ME[Z HE").

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

current portfolio of SAP Expert Services for on-premises solutions. A listing of SAP’s current SAP Expert
Services for on-premises solutions is available at www.sap.com/activeattention-service-list.
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SAP Expert AH|A BE2 www.sap.com/activeattention-service-list Of| Al ZQIgt 4= A& L|CH

To schedule SAP Expert Services, Customer shall contact the FTQM assigned or designated Embedded
Resource. SAP requires a minimum lead-time of 5 weeks for scheduling SAP Expert Service delivery requests.
If reasonably possible for SAP, SAP Expert Services may also be scheduled based on short-term needs and
according to arising project requirements. SAP will calculate the estimated days for a requested SAP Expert
Service based on Customer’s information and requirements. This estimate will include preparation and post
processing activities. The days used for an SAP Expert Service will be deducted from the Expert Services
Quota, where applicable. No time will be deducted from the Expert Services Quota for travel time. If Customer
postpones or cancels any already requested SAP Expert Service less than 3 weeks before the start date of
the SAP Expert Service, SAP may deduct already rendered days from Customer’s Expert Services Quota.
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Customer shall define a project team and make sure that the relevant contact people are available for the
duration of the individual SAP Expert Service deliveries. Such Customer project teams should be staffed with
Customer’s IT Project Manager, concerned business process owners, system administrators, active users,
and the persons who are responsible for the implementation of the respective core business processes. The
agenda requires the participation of some or all of the Customer project team. Prior to an SAP Expert Service
delivery, the Engagement Managers will:

nMe meME g sl TH 912 BIEIXL N SAP Expert MH|A X 7|7t SO 012tttz 2
SfoF BiLICE Do ZRME H Dol T ZRHME X, B HELA T2AA YK
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a) agree upon a more formal agenda for the SAP Expert Service;
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2.3.

2.3.1.

2.3.2.

2.3.3.

b) the required involvement of Customer’s project team members; and
I z2HME S FHO 210 ois] &elst

c) identify any prerequisite SAP Software for the performance of the SAP Expert Service.
SAP Expert MH|A =3S 2|5t SAP AZEQ 0 M3 ZAHS 2QIgL(C}

SAP Expertise on Demand

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

EoD AMH|AE 20| Ci$t SAP ActiveAttention for on-premises solutions AJH|A Q| 2A 0 HA|El
ActiveAttention A{H|A A2k 2|2t & 7|70 Cist EoD HE 2=("EoD HE{")Q| H& =& A7t ¢
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To engage EoD Services, Customer will submit a support case, in English, via the SAP support infrastructure
identifying the task and supporting information for the EoD Task for which Customer is requesting SAP’s
assistance (“EoD Task”). SAP shall then analyze Customer’s EoD Task request. SAP may reject an EoD
Task submitted by Customer if the request does not constitute an actual EoD Task in accordance with this
Section 2.3 or if the EoD Task cannot be realized due to technical or legal implications. Where the EoD Task
can be realized by SAP, SAP shall submit an action plan for completion of the EoD Task to Customer. If
Customer accepts an action plan and wishes to have SAP commence work, SAP shall provide an estimated
duration (in hours, subject to a minimum duration of 4 hours to complete an accepted EoD Task) for such EoD
Task effort. Upon Customer’s acceptance of the estimate, SAP shall commence work on completing the EoD
Task in accordance with the action plan. The actual hours used to perform an accepted EoD Task will be
deducted from the EoD Quota. EoD Services cannot be used to deliver SAP Expert Services listed in Section
2.2 above.

EoD AH|AE HE7| 2|df, D242 1Z40] SAP 9| X2 QHst= FoD ¥F("EoD Y72t XY YEE
YA X[ A ALHIE SAP K| Ql=ZztE Soff FO{E MELCt 22{® SAP 7t 12| EoD YF 2HS
2Mgjof siL|Ct s Q0| X 230 (2 MK EoD YRS TS| LAHLE ST EoD HEI} 7|&H
C= HY O|RE HHE = gle 42 SAP = 10| H|ESH EoD YR E HEY &= USLICL SAP 7t slfE
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2.3.4.

24.

2.41.

2.4.2.

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

SAP On-Call Duty Services offer Customer remote access to a contact person within SAP’s support
organization to support Customer with critical business processes, upon request. Such SAP On-Call Duty
Services contact will be available for the quota of SAP On-Call Duty Services sessions per Period during the
ActiveAttention Services Term specified in the SAP ActiveAttention for on-premises solutions Scope
Document to an Order Form (“On-Call Duty Quota”).
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SAP On-Call Duty MH|AE= Q30| QU= E 04O 4l HIELA Z2MAE X|RI5H7| {Is SAP x|/
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An SAP On-Call-Duty Services session is:

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

22| HE| A7t 7]

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

DO X A2t 7|E ERYU~L Y 20:00~08:00(CHS H)
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2.43.

2.5.

2.51.

2.5.2.

2.5.21.

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

SAP On-Call Duty MH|2 2ES 27| 98, 142 TQM £ XIFE T2 Q120)7 Heo2 280}
LI} SAP On-Call Duty AMH|A Y782 53 TOf| APH SX|S§OF gL Ct.

SAP Service Level Agreement

SAP AfH| A 23 o}

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

SAP MH|A £=F 7 2F2 SAP Product Support for Large Enterprises(“PSLE”) Support BMA0] S5 &9
Z240f 3t5H0] SAP ActiveAttention AMH|A Aol AEXHER 0|8 7haTL|CE SAP 2t SAP Enterprise
Support A2fS AT L2 sy =0 W2} SLA E MSeEL

The following Service Level Agreement (“SLA” or “SLAs”) commitments will apply to all Customer incidents
that SAP accepts as being Priority 1 or 2, and which fulfill the prerequisites specified herein, for Customer
installation, system id (“SID”), and system number combinations specified in the SAP ActiveAttention for on-

premises solutions Scope Document to an Order Form. Such SLAs will commence in the first full Calendar
Quarter following execution of the Order Form.

Ch22o| MH[A =F A 2(“SLA” EE& “SLAs”) 1132 LFAMO| CHSH SAP ActiveAttention for on-premises
solutions MH[A He| ZAMO| HAE 02 HX|, AL IDSID”) X A[AH Bz X0 CHsH SAP 7t
SMER 1 Es 2 2 AeE AFStn 2 EMo| YAE M xHE FFSGsE ZE 14 EHTFO
HEELLCL S SLA= EFM M2 = AZE= H HH 2799 7[&3)0 7

SLA for Initial Response Times:

7| tE At SLA:

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

not available.
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b) Priority 2 Incidents (“High”): SAP shall respond to Priority 2 incidents within 4 hours of SAP’s receipt
during SAP’s Local Office Time of such Priority 2 incidents. An incident is assigned Priority 2 if normal

business transactions are seriously affected, and necessary tasks cannot be performed. This is caused
by incorrect or inoperable functions that are required to perform such transactions and/or tasks.
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25.23.

2524
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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.

fd=9 Ao ok XMt &2 sap A X HAIOIECSl  SAP kE
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SLA for Corrective Action Response Time for Priority 1 Incidents
Szl 1 EHEL A =X TS AlZHof| Ciet SLA

SAP shall provide a solution, work around or action plan for resolution (“Corrective Action”) of Customer’s
Priority 1 incident within 4 hours of SAP’s receipt (24 hours a day, 7 days a week) of such Priority 1 incidents.

SAP = 49| M= 1 EHTL HE2S el SAP 7t did M=l 1 EXMES Bt = 4 AT
O|LHOIl(P S FF(24x7) MA|) SHZM, XM L= TS At AE =X[")S M Soiof ZLCt

A8 ZX 2 2A40|A HEE= e Y2 ChE2 =L
a) status of the resolution process;
=X 2 =2 M El
b) planned next steps, including identifying responsible SAP resources;
SAP EHEA 2ol H[ Rt CHE T A=
c) required Customer actions to support the resolution process;
=M HZ Z2MA X@S Rl 20| Aoof o =X
d) to the extent possible, planned dates for SAP’s actions; and
SAP o Z=X|0f| CHaH A=l &l =T 7|e

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

SAP O| Ct5 HEfl YOIOIE IR 8 AlZh 0|2 HJEf YUH|O|EM = HAMIA| +=HE Z=X0f Chet 29
HY0 A= E ohF A, TS JEf YO0E IR & A|ZHO] e E L L
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:

Al Z=X[Of CHet SLA = 2XEO| SAP oM HM2|E[= AlZEel M| AZHCME| AMzZtnel £F FE2T
o

Zt2|A Ut M2l AlZtols EMEO| " =X = "SAP M 2F SR HEo] U

r|r

AlZt2 =

ot
mn

X
EELICH o7|M
a) the status “Customer Action” means the incident was handed over to Customer; and

"0 =X JEf= EXMEOl 1o A HEE/ASS 205k,
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b) the status “SAP Proposed Solution” means SAP has provided a Corrective Action as outlined herein.
“SAP M|t £2M" HEl= SAP 7t 2 ZM0| #EE AlE =X E M3}SE 2oL
2.5.2.5. The SLA for Corrective Action will be deemed met if within 4 hours of processing time: SAP proposes a solution

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

A% ZX| SLA & 4 AIZHS] K2 AIZH 9Ho SAP 7} SHZH('SAP ROt &2 4" AfEY), KHAM E CfS Yot
RSt LE D20 2ROl LM2e| £FS ShY THEI|Z S ¥ S5 U2 AFHUL

2.5.3. Prerequisites

RSy

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

SLA= Z& ZHEO s Ctg M x240| 552 d<02 HEE Lo

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

Otz Xl 2.6 &0l HE AFEAL Fel ZEO Ofe 22 |l 242 d*E MASt, 2XFO| SAP ol A
"Mt o= EA" JElE 2R SAP 2T EQ0{2] 2|22 ZEO| ASLIC

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

SAP 7t ENE ZHIEES ME|oh= O Eoh 23 MF ArgE Z25t= SAP 2| Al =X FE X2l 23¢9l
HXHSAP Note 16018 = O|E CHA|St= &% SAP Note O FAIE)0| 2t 1240| SAP Solution
Manager Enterprise Edition A|2HlS &3l F012 ZHE S HEELICH

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

ZHEO| HAEY RAES E= AY FAIES0 SHEohs SAP 2ZEQO MF He|At 2EHO|
=L

2.5.3.2. For Priority 1 incidents, the following prerequisites must be fulfilled by Customer:
=21 EHEY g%, 242 0 Uy =g SFsHoF Lt
a) theissue and its business impact are described in detail sufficient to allow SAP to assess the issue;
SAP 7t ZHE E7t5t=8 EXet O B|=L A Feko| RhM|5| 4 FE|0f ASLICH

b) Customer makes available for communications with SAP, 24 hours a day, 7 days a week, an English
speaking contact person with training and knowledge sufficient to aid in the resolution of the Priority 1
incident consistent with Customer’s obligations hereunder; and

DM 2 20| 02 Dol o|Ro| WA SME 1 2HH| HBS XS] A SEH KAS
250 IS2 WS B0 AHBO| 7H5 T HERLE SAP O ABE TR HAZ GIALEY 4 UEE
X/ 2L

c) a Customer contact person is provided for opening a remote connection to the system and to provide
necessary log-on data to SAP.
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2.54.

2.5.5.

2.55.1.

2552

AAEO| 27 GIZS JhMstD Tas 202 HO|HE SAP O XB5t7| 9Ieh 12 ol2t getxts
X’ ggr ot

Exclusions

X 2l Abgt

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

il

et 22 8%

o 2M&=?l 1 EME2 SLA MM H el Lt

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

SAP JHE RIIAMKXIE ALESHY HGE AEA ol REx= Melsti, 1S s SE| ViR E
LI EQO{(SAP EE= SAP A SAt0f ofoh ZHRtEl 4 Zehel EalA, M J/EE 7|50 2ot 2HFE

b) incidents regarding country versions that are realized as partner add-ons, enhancements, or modifications
are expressly excluded even if these country versions were created by SAP or an SAP Affiliate; and

TEY HEL, Y3t EE 2HO| HE|2 THE 7 BT B SN, 02 A7t HHS SAP
L SAP AT TS B9 2t StEiatE B st HiRIELICH

c) the root cause behind the incident is not a malfunction, but missing functionality (“development request”)
or the incident is ascribed to a consulting request.
ZHEe 22 |0l 2EE0[ OfH 2t 7|5 FEHO[ALNE 28" ZHF0| ALY 2F0| &5t=
4e

Service Level Credit

NE B

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

SAP 7} oF 27| | 2= SLA TA At 95%01M EeH Tl A2t LHo|l CH8E 4%, ?I0 7|=F THE SLA O
e o[BS s Jo =2 ZHFELCE 1740 ActiveAttention A{H|A A|SF 7|ZH & st 27| S0 Q[0

[ Ty
HAIE SLAE 7|FC2 207 OIPHEE SLA AN EME S HES 42, SAP 7L e 27| 52 2 7

ojAte| ERIHOIN BAIE SLA 712tS EIHEIR] %2 A SAP 7 DHo| Chah S0 BAIE SLAC) WHE
o2 g o3t Aoz ZHE LT}

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

71 M 2551 =0 e, SLA 7|2H0] SFE|X| G2 (22 “SLA 20|¥") Ch2 20t 2XHE HEELTh
a) Customer shall inform SAP in writing of any alleged SLA Failure;

N2 SAPO| 2= SIA =0 =TS ME SXISHOF FLIC.
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2.6.

2.6.1.

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

SAP £ diT FEE ZARID 10| £X

ot

b 3R Yy

mjo

1 s HEStE ME 2N

mjn

M=o OF L.

c) Customer shall provide reasonable assistance to SAP in its efforts to correct any problems or processes
inhibiting SAP’s ability to reach the SLAs;
D742 SAP O SLA O 532 Wollst= EHMLE ZEMAE AI5H7| e =2H0)| CHsi SAP of HZE 3t
X @& MSoioF ehLLt.

=

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

M 25520 el 2UME 7|HC 2 SIA E0|™0| Y5 E Z2, SAP= 21k S E SLA
Zkztof CHeff sie £7|0f CHsl nZ40| X| 2 ActiveAttention AH|A 2F9| 0.25%0 s Est= AfH|
& Y H(“SLC"S 1Z49| CHS ActiveAttention AlH|A 22 HFAMO| HEstL|Ct T 27| XY

LC = siE 270 Cis| nZ4o| X| 23t ActiveAttention MH|A Q@ F 9| 5%E HX| ofof ghL|Ct.

0|

ML
[> o

%)

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

N2 SLA S0[HO| et 27|17t ELt= 27 H 1712 O[LHOf| SAP Of SLC Off CHdl S =3O S LICY.

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

SAP 7} SLC Of CHsf H=%F 247t

HE&X| L.

=
=3

rir
mjo

MEo=z TER2 Z27t OfL2tEH oot SIC =

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

= M 2552 0| HAEO U= SLC = SLA 20| HO| EE= X SLA S0[A0f oigh D249l A5t

B EFR| o TR QLT
SAP Root Cause Analysis for Custom Code

SAP AFEAL ol ZE 22 2 24
For Customer custom code built with the SAP development workbench, SAP provides mission-critical support
root-cause analysis and may provide guidance for incident resolution, according to the SLA’s stated in
Sections 2.5.2 applicable for Priority 1 and Priority 2 incidents related to the Customer installation, SID, and
system number combinations listed in an SAP ActiveAttention for on-premises solutions Scope Document to
an Order Form that are submitted by Customer in accordance with Section 2.5.3 above.

SAP Ji QIIMIX|S 0| 83| ME 17 AFRAL Mol AEo| AL, SAP £ AY| K| 253 20| L2} 10|

M=ot 23 MOf| TS SAP ActiveAttention for on-premises solutions AH| A Q| A0 E74El 124 MX|,
SID W A|AH He =ohant BEHSI 2421 9 2 2EXHN M8 753 Al 252 30| AFE SLA of ozt

sy 92 XY 22 A0l £M2 B0 2N HAS A XNWS NI 4 ALITH
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2.6.2.

2.6.3.

2.6.4.

2.7.

2.71.

2.7.2.

2.7.21.

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

A7] M 253 =0 HAE SLA S| M&H = QO =, SAP ALEAL FHo| ZE 22 Y0 2 MHAE Btop{H
ol AtEXt Mol AETL SAP 9O BA| EEXIMTH LHE2 http://support.sap.com/supportstandards

A0 el EMBHE o A0 OF L LY.

(=]
o
x

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

-

2o A8 Ho| AE BHY WES 250 B 22 el

—

mjo

Ipetsto 2 M, SAP = 1ZHO| AFR X} Ho

[0

!
Eof Ztaiot =9 1 EXEO 2ol Ao FAIE AE =X
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fiml

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

Aol ArEAL 82| BE XAt FHE 2A BLO|, SAP At

ofo

At ol A o2& ol

o2 K

ol ZEOf Ztet AlZ =X, A = EXE M2 HS

1o
e
oot
ot
>
&2
ii}e
C
o

SAP Premium Service Level Agreement
SAP Premium AH|A =3 Ao}

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

SAP Premium AH| A =& H|9F(“PSLA” EE= “PLSA’s")2 2HO|/dI A A 9F0f| CHEH EE= ActiveAttention AH| A
Aeto| ot HAEHE Z MO| SAP Enterprise Support BMAMO| S5 S 220f oH5H0 SAP ActiveAttention
MH|A Ao HEHEZ 0|8 7hsTLICH PSLA £ 2t0|MA A2k Cist & ActiveAttention AlH|A

Aetol ot BEHEZXMQ| Enterprise Support HAMAMO| M2t MIEl= MHA £=F A0 F7tkl=

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

rlo
L4

CHEol PSLA 1182 LFA0f CHSH SAP ActiveAttention for on-premises solutions AJH|A B2 EA{0f
A HOfl CHH SAP 7 M 2=2| 2, 3 &£ 4(SAP Note 67739 0ff Ho|&)2l

|2l M =AS S50l 25 14 ZHF HEE L 3l PSLA = 2

1>
o2
rE
s ot
P
ot

W 271G 71F)0f ZHAIE LT
PSLA for Initial Response Times:

X7 & AlZH PSLA:

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


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

2.7.22.

2.7.23.

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

ue? 2 EHE(ES"): FU=? 2 ZHTES % SAP £ diY Ru? 2 EHE U = 2 A2

): e g —
O|Liof SEoHOF SLICHAT TR 24x7) MA). Z&H H=L2A EMME0| Y45t g2 Ha
QY YRE 2UY £ Y B, M2 2 SHHOR NYHLCH O] ST EMYM T 2

5t 0
7|50 8oL dd 27hse 30| 2L

—

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

S 3 ZHHECSL): PR 3 ZHTL B SAP £ WA 27 Azt B T U=

ZHE =4 2 4 A[ZHO|LHO| SEBHOF FLICE YLHOl H =LA ERME0 S¢S E R

bal

—

o
Sl 322 X[FEUCL o2t M= e EMMUAS +AStE O 2ast 7|50 AL
A

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

U= 4 ZHE(CRS"): PR 4 ZHTS B2 SAP £ A 27 Azt 30 3T U= 4

ZHE 4 = 8 A2 O|Ljo| SEEHOF SLICH 2X7F S H=L|A EBMMM0| 7ol EE T
des FA @ 27 ENE2 fU= 4 2 X GEHLUL o]2et ZH = M2 HRJHX| HALE
EEA MBElE 7|50 #ESALL 2 27t 320 2YSLIC

PSLA for Corrective Action Response Time for Priority 2 Incidents
S 2 ZHES AE =X S AlZHOf g PSLA

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

SAP = 10| @M+ 2 MO HZ S o SAP 7t ST 2 M &2 2 EMT S Fst & SR 22 A2t
T3 TFY O[LHOf S{Z2M, XM = TS YA Z=X[")S MSIHOF FLICH M=l 2 A =X

m
— -
re
)
wn
3
>
-

A8 ZX 2 MEE = S Yet2 028 gLt

a) status of the resolution process;
A o2 Z2 M HE]

b) planned next steps, including identifying responsible SAP resources;
SAP EHEX} 2012 HIR$ CHS £H| Al

c) required Customer actions to support the resolution process;
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2.7.24.

2.7.25.

2.7.3.

2.7.31.

d) to the extent possible, planned dates for SAP’s actions; and
SAP o ZX|0f| CHaH A=l &l =T 7|5

e) date and time for next status update from SAP. Subsequent status updates will include a summary of the
actions undertaken so far; planned next steps; and date and time for next status update.
SAP 9| CtE HE YHOIE IR 8l AlZh O] HEf UO|O|E0= AWK =& Z=X|0f Chet 2

20 A= E oZ BA, TS JEi YO0IE ER & A|ZHo] et E Lt

(==}

The PSLA for Corrective Action Response Time for Priority 2 Incidents only refers to that part of the processing
time when the incident is being processed at SAP (“Processing Time”). Processing Time does not include
the time when the incident is on status “Customer Action” or “SAP Proposed Solution”, whereas:

U9 2 2MES AE =X SH AlZHO| CHet PSLA = ZHMEO| SAP O|M ME|x[= AlZHel Xz
AlZECME] AZEel £ FET Zt2|ZLICE X2l AlZtol= EXEO0[ "1 Z=X|" EEE "SAP H|¢H £ 243"
HEO A= AlZt2 ZEEX| EELICH o7|M

(Y

) the status “Customer Action” means the incident was handed over to Customer; and
"0 ZX|" JEl= 2HFO| LA AH FRHEIASS 20|52,
b) the status “SAP Proposed Solution” means SAP has provided a Corrective Action as outlined herein.
“SAP M|t £RM" HEl= SAP 7t 2 2M0| FEE AlE =X E HSHSS 20 LT
The PSLAs for Corrective Action for Priority 2 incidents will be deemed met if within 3 business days of

processing time for Priority 2 incidents: SAP proposes a solution, a workaround, or an action plan; or if
Customer agrees to reduce the priority level of the incident.

QU292 SHHLS A FXI0) T3 PSLA & M9 2 SRIHO Thet 3 2R A K| AlZH 2ol AP 7t
SHZM, B & CfS WOt MtSLE D20 BRI LMY £FS o ZHIIZ 5B FP
558 Aoz AFLL

The PSLAs will only apply when the following prerequisites are met for incidents:
PSLA = = MOl Tl otZ dd =20] =& Z202 HEE L
a) in all cases, except for Root Cause Analysis for Custom Code under Section 2.6 above, incidents are

related to releases of SAP Software which are classified by SAP with the shipment status “unrestricted
shipment”;

71 M 2.6 Z0f| KHE AEAL 2| ZEO Hiet 22 /e 42 Z2E M elot, 2XEO| SAP oA
=L

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

-

"Mt o= EAl JEE 2R SAP AZEQ0{2] H2|ALf 20|

SAP 7} HIE ZHEE ME|oh= O 220 23 M&E Ard S Zeldh= SAP o Al 2XFE A2 23¢9

i

HKHSAP Note 16018 EE= O|Z CHH|3t= sk SAP Note O HA|Zho|| w2t 12H0| SAP Solution

Manager Enterprise Edition 2 &3 YO 2 2XEE M= Ch
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2.73.2.

2.7.4.

2.7.5.

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

=HMTEO| HRAAER FXE4 B AY FXIE0 P St= SAP AZELQ|0] ME 22|AQ #EHO0|

U LILY.

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

M=f 2 2HEe E%, A2 032l 7t Ml =AU SFBHOF LTt

a) theissue and its business impact are described in detail sufficient to allow SAP to assess the issue;
SAP 7} 2HIE B7IStEE EH2t O H|=L A F0| RiM5| 2F x| AE L CL

b) Customer makes available for communications with SAP, 24 hours a day, 7 days a week, an English
speaking contact person with training and knowledge sufficient to aid in the resolution of the Priority 2
incident consistent with Customer’s obligations hereunder; and
A 2 ZMO| E o] o|Rof A MR 2 EMES| sHEAS X !t FET XAMS
AFED N B2 FO| ALE0| 7ttt HPALE SAP QL AT R (24x7) MAZ a8 = UALE
HA K] 2 LI T

c) Customer contact person is provided for opening a remote connection to the system and to provide
necessary log-on data to SAP.
A2Eo| JH HAZES JHHE5tn Hest 22 H|0|HE SAP O M33dt7| Qe §EAE X8gL ot

Exclusions.

M 2AreS.

The following types of incidents are excluded from the PSLAs:

Ch5ak 2

a)

il

7| ZHE2 PSLA O A M <& LT}

ro

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

SAP 7 S{AHX|E AESHO] APE AMEAL el ZEE= Mt nAS Qs S| T E SAP

SIZEQO{(SAP = SAP A EAt0]| 2l 7HRE A Zehel el&, HE J/E= 7|0 et 2XME

incidents regarding country versions that are realized as partner add-ons, enhancements, or modifications
are expressly excluded even if these country versions were created by SAP or an SAP Affiliate;

OIEH OE2, 83 E= £82| JEjZ FolEl =7 HEo| 2t 2XME2, ol2fet =7t TS SAP
EE= SAP A SALOIAM M 2ot BPet StEet: FUSHA B A E LT,

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

ZHES 22 Q0| FS0| OfL2t 7|s FEO|ALI(IE 27" 2Tl & 280 &3

rir

3L
all incidents regarding third-party products made available by SAP.

SAP 7} ME3t= A 3 At MZOf tiet 2= ZXMF

Service Level Credit
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2.7.51.

2752

ME|A& 22 3

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

SAP 7t ot 27| L 2= PSLA TA AtE2| 95%0il A Fall T AlZh Lol CiSe B2, lof 7|= & tHE PSLA Of
et o|FE 3t Ao= ZHFEL|CH DZ40| ActiveAttention AMH|A AF 7[ZH & 3 27 ¢+ 2|0f
HAE PSLA E 7|F=22 2074 O|2HZE PSLA A BHES MES E2, SAP 7t 6

olfel =H|Eoil M %'AI El PSLA 7|2t ZDISHX| @E2 E% SAP 7t nZof Cish 2|of FA|E pSLA Of HE
o|RZ o[ U2 ZHFHLIC,

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

71 M 2751 =Of @2}, PSLA 7|ZH0] SFEX| @2 (A2 "PSLA £0|¥") Lt &1 X
HELIL

i

a) Customer shall inform SAP in writing of any alleged PSLA Failure;
L2 SAP O 2= PSLA 20|& =TS AT SXISHOF gLCt.

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

oI = gtEots AE 20N

n

SAP £ 8iZ FEES ZARID 10| £X

ot

L ROl Hay

mjo
mjn

M E3OF SLICt.

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

42 SAP O PSLA O] 532 Wallsts XML Z2EMAE AIESHY| 9o m20f CHsH SAP O X HE st
XS MSshof gt

=

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

M 27520 M2l ENME 7[HQ 2 pSLA 20|40| Y5 E 4%, SAP = 20k ASE PSLA 20/
Ztztofl s sH2 27| 0f CHsH 240| X| %t ActiveAttention AlH|A 2 F 2] 0.25%0| S EdH= Premium
MH|A =5 A R("PSLC") = LZ9| CHES ActiveAttention AlH|A 23 FHAAO| HEEL|C} T,
2719 x| PSLC & siZ £7]0] CHs 11240 X|Z 3t ActiveAttention AH|A 232| 5%E HX| 40tO}
2=i=s

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

TS PSIA SO[HO| LMBt 27|7} BLH= L2E2E| 174 O|LHo| SAP O PSLC Of CH3} SE3fof
bL|CH
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2.8.

2.8.1.

2.8.2.

2.8.3.

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

SAP 7} PSLC O CHal S&2 A7t YU

HE&X| EaLL.

Xk

I'LI|0

=
T o

rir

MEcz HER2 Z27t OfL2HH Ot PSIC =

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

2 X 275250 HAZO e PSLCE PSLA 20| HO| == MA| PSLA =0[30of Cist D249l

TS HIEFE Q1 1| A )L T
SAP Accelerated Incident Management (“AIM”) Services
SAP Accelerated Incident Management("AIM") A{H|A

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

SAP = 1Z40| SiE SAP Support A0l Fo|E f4=e 1 % 2= 2 2HFE ME|E 2H5t= AS
X257 Qs SARIS0] MBe=z HE oto| oK fie= o S z
8AI 30 25 H 2= 5A[ 30 @ 7HK|(RAX AMZE 7|F) HEE = A= SO FA X8 BEAH("SAP EXHH
22Xt E SLCH SAP 2RE 22X XE2 EFM HZE 26

The SAP Incident Manager provides:
SAP ZHE ZE|At= L 32 AL

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

Suef 1 A =R 2 ZHE O EHE 25 W HE ZHEHEY

O =2 o

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

MEfEl Al Aol mE M%0lo] EXHO i3t 12 2XE 4gol 58 =1
c) incident management process empowerment session(s); and

=HE el Z2M A 92 4ot MM
d) periodic remote meetings with Customer to review the status of Customer incidents.

27 A HE| ZES 9% anatel H|H 2F 3o
In addition, SAP will make available a critical situation manager within SAP’s support organization to remotely
coordinate and/or assist a Customer designated management contact (“Customer Contact”) with Priority 1
incidents. Assignment of a critical situation manager will occur approximately 1 hour following Customer’s

request documented in a Priority 1 incident. The assigned critical situation manager will be available to
Customer’s Contact and will remain engaged until the earliest of the following:

WEE XEY SO &8 H2XE SAP 2| X =X Wo| SHCL SO && 22X XZ2 =2 1
ZHE 2MztEl 04 28 = oF 1 A[ZHLJO| O| RO M LICL XY E SO 48 #E|X= 07 AEf S YA}
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2.8.4.

2.8.5.

2.8.6.

2.8.7.

3.1.

a) resolution or workaround of the Priority 1 incident;
=9 1 2HE SHZE E= AU NS

b) reduction of the incident priority level to a priority level other than Priority 1; or
2HE 49 &0 U&= 1022 5t =F

c) agreement of the parties to disengage the assigned SAP individual.
XIS El SAP HE AL X7 S0l CHet SAMRLS ZF gtef

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

AIM MH| AL HOIAERl ©X|H4

ZHET HELC.

I'|I'

Y SR 20| siLSHe SAP AZEQOf MEF HE|AQt HEE

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

AIM MH|AE 2Z=MOf| CHEE SAP ActiveAttention for on-premises solutions AJH|A | 2A0ff HA|EOf
A= £ 24 2%, SID X A28 B xots ST ®MSE L

Customer may designate up to 3 qualified English-speaking contacts (“Customer AIM Contact(s)”) and shall
provide contact details (in particular, e-mail address and telephone number) by means of which the Customer
AIM Contact can be contacted. AIM Services will be delivered exclusively to the assigned Customer AIM
Contact(s).
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As preparation for delivery of AIM Services, Customer’s AIM Contacts and the assigned SAP Incident Manager
will jointly perform 1 initial remote set-up meeting.

AIM ME|A HEE 2let =8| A2, D49 AIM A= HEAtet XZE SAP ZHE 22|X= 1399 &=

A7 47 30|8 302 SHHLICL

ENGAGEMENT MANAGEMENT

At

2

g|

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

2} SARbE A ZE[XHE XIE8orF &L E XIYE FTQM 2 SAP o A|9F 22| Xt ElLfct 17y

HE|Rt= O FAZE 7bSot, DA0|AH ERot 2 S Wa|A L ptesh XA glo] a2 2FE REY

T AE deots FOLSUCH s Ao BE|Rt= M2 2ED] gXoto] = A ofe| =S 22|8Hof LTt
o

H0| £WSl= ActiveAttention A{H| A= 17 AHoF Fa|XjQto| =™ HEL|C
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3.2.

3.3.

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

otol=l sHal ZH EOF, KPI I ActiveAttention AMH|A A2 A= CHH| ActiveAttention AlH|A

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

918 o3} AIAE S Dol SAP AEEY 0] 2N M50 oAy
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c) Implementation of recommendations;
DAKE o]y
d) Discussion of open issues and any change requests from either party; and
OS2 A X 2 SAAte] 2E #HE 27A0 st =2 &
e) Relevant details regarding project organization and planning.

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

3|9] BNAE SAP O O BEIXP} BB 3 T2o| Ao} Ta|Ro|A| HEH0 &I LT 1o
Ao BaIRTL ST BRME S8 F 3022 ofLfo] P BNA HY 282 S¢f MHoR
SIM0| 0191 RIS Y FS, DHO| ST HNAES S HOE UFHLICL Y TAXHE 9
Ao ¢l Ysto] BE HNA HE S HHSID 59 L 2SI AT HHL o

SAP Cloud Governance
SAP 22}2E HHHEHA

If Customer has subscribed to SAP Advanced Success Plan and/or SAP Max Success Plan, the Success
Expert(s) will be included into the ActiveAttention Services engagement management governance [i.e.,
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3.4.

5.1.

participate in Executive Meetings, coordinate activities with the designated Engagement Manager(s)]
described in this Section 3 during the term of the ActiveAttention Services and for so long as Customer
continues to subscribe to SAP Advanced Success Plan and/or SAP Max Success Plan.

11740| SAP Advanced Success Plan S/EE= SAP Max Success Plan O S22t A%, d3 HEI7
ActiveAttention AlH|A 7|2t SQF Jd2|1 1780 SAP Advanced Success Plan Sl/EE& SA
Plan Of S&3t 7|7t St 2 A 3 =0 HA|El ActiveAttention A{H|A A Sk 22| HHHA0| EaHE LICHEF,

AT 20| AN, RIYE A Balxteto g5 £H)

[= By ¥ =0 o

P Max Success

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

DOl M 3K AME MEH" D TtEL"O| HEAE 7Y ActiveAttention AH|A A H3 2 2ot 34

OtEL7} DZHo| M 2 ASD, B E ZF A0 CHBE SAP ActiveAttention for
on-premises solutions AH|A #Q| FME F35t SAP 7} & ASD °F E& ZFAMO| CHSE SAP
ActiveAttention for on-premises solutions AMH|A #He| ZAM0| & 1O o|FE O[] 2|5 SAP 7t

EtEStA 2780t Hiof et SAP Off HESES B

o
-
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oL Ct.
CUSTOMER REQUIREMENTS

Ikl =k

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

grZ= A 0f| 2} ActiveAttention MH|AS gtop{H 1ZHo

2

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

2todIA 7 ekof| 2 2= Support 22 (0: Enterprise Support 82 S+ Product Support for Large
Enterprises 83)2 A% X251,

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

3 Qlof 2tolillA H S, GTC, YA, ActiveAttention AJH|A 2| A0 2 | FE O|Fs|of 5,
c) provide remote connectivity and data access in accordance with the Support Schedule.

Support HAM MO a2t Y2 HAZAD} GIO|Ef HM A~ HSHS M SO 2Lt
GENERAL PROVISIONS
At

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.

X GE oA Q2 SAP = 7|Ef SAP A|BALR M 2D 1& A ofo| FAIE FdHel AKXt FIHE 0|8
+ ASHCEL
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5.2.

5.3.

54.

5.5.

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

ol OIAMAE S 2I8H, ActiveAttention MH|A & A0|2 FO|E ALSELICE 7HE ActiveAttention

S|
M| 2ot 2o HH = FO0l= SAP 2 HO0|A XS =0fOF gLt

ot

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

X’EEl SAP QIs(X|HE ot o1 Z=eh2 Z20| et SAP AFRA0AM 2 A0 2 ActiveAttention
MHIA 2ES 3T = ASLCH

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

SAP 7t M|SSt= ActiveAttention MH|A BH2|l= SAP 2T EQ0Q] X|HH LDt 7| LS BB
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ActiveAttention AlH|A SE0
defst HEE e £+ 9l

= il
MH|2 89l SAS SIXIZ 4+ QU H2I7h YoM, o T #Z2 90 Lo| Zust = J20| wABLICE NH0|

ActiveAttention MH|A & CHEat S YD R0 SiX| = LT
a) any termination of the Support Schedule under the License Agreement; or
& 2o dlA Aefof e 2E Support BMAMS| SHX|Y E=

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

SAP Standard Support 2 1Z49| 2E SAP Support(0: SAP Enterprise Support =+ SAP Product

Support for Large Enterprises) S22 #HZst 2Rt
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