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SAP Value Assurance Support Services Description (“VASSD”)
SAP Value Assurance [#H1ERE] SRR E B (LRI “VASSD” )

SAP Value Assurance Support Services are in addition to the services delivered under a Support Schedule and may
provide professional expertise onsite and/or remotely to assist Customer in its SAP Software implementation project
using SAP’s implementation guidelines. SAP delivers only the SAP Value Assurance Support Services specified in an
SAP Value Assurance Support Services Scope Document to an Order Form referencing this Service Description. SAP
Value Assurance Support Services focus on Orchestration and Safeguarding, Planning, and Design.

SAP Value Assurance [/ME (R IE]SCREIR ST B SCRAML SR AERG IR 5 46, W] BEIE SR LB A/ BG fE & K SCRE, HITHE
SAP BT H R A H SAP SEiiFR R NE P IRA . SAP RASAT 5] FA IR S5 U B T WA SR A ) SAP Value
Assurance [#MEFIE] 52377k 5578 B SR R 2 19 SAP Value Assurance [ B #F] 52771k %5 . SAP Value Assurance |
WEORUE] SCRE IR S B T GRS i RIAnseit.

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

AT DR A R S AER 58 SRR 823 B8 o T 35 3

1. DEFINITIONS
3'8
1.1. “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.
CIERWTAERE” 2H =M LT 6 mE M L 8 Sz i —BJ/\ (8) /NI, BRAEXUT HA B E .

1.2. “Support Schedule” means the schedule to the License Agreement for SAP support (e.g.; 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.

TR RIS AT SAP SCREARSS M (R SAP Standard Support [Fr#fESZFF]. SAP
Enterprise Support [k #7]8t SAP Product Support for Large Enterprises [~ Sc R/ D, dehid
XA VR AT B SCR VE R B B RO
2. SAP VALUE ASSURANCE SUPPORT SERVICES
SAP VALUE ASSURANCE [#M& fRIF] St 3 iR 55
SAP Value Assurance Support Services (“VA Services”) currently include the following components:
SAP Value Assurance [fHEARIF]SZE RS (BLTFRIFR “VA IRE” ) HETHE S LTRSS
2.1. SAP Embedded Support Services
SAP R NS FFIR ST

2.1.1. SAP delivers SAP Embedded Support Services as a team of SAP support resources ("Embedded
Resources”) identified in a VA Services Scope Document to an Order Form performing one or any
combination of the activities described below as agreed by the parties. The TQM will be available during
Normal Business Hours at the Service Delivery location for the quota of days all specified in a VA Services
Scope Document to an Order Form during the VA Services Term (“TQM Quota”). The assignment of the
TQM will occur within 6 weeks after execution of the Order Form. The TQM Quota does not include any
vacation leave by the assigned Embedded Resources.

SAP LABIBAFITE A et SAP HRNASCRERSS, BIBAHITTIE 52 VA [958 Bl SR b 5 B 5007 20 € AT —
MR TIRTEBNH SAP SRR (BLURRIFR “BRANREIE” O Ak £ VARFSHIRA, TR VARS
Y SCR R HILE T R BEE A (LU RRIAR “TQM BCHR” D A, TQM FE AR 35 2248 i i 1E 5 AR I 1) A S it
MRk55. TQM RIAETIHHRLEE G /N (6) FNHEATIRIR. TQM FCAUAELHEFE IR (1 N 2 B8 U5 (1 A1 PR o
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2.1.2.

2.1.3.

2.2.

2.2.1.

2.2.2.

2.2.3.

SAP Technical Quality Manager (“TQM”) activities:

SAP HE AR EZE (LUTRIFR “TQM” ) (1% 3):

a) Develop and maintain a Customer-specific VA Services engagement Service and Support Plan that is
mutually agreeable to the parties
il € FR YRS XUTT — BRI 2 PR E ) VA IS5 T H k55 F0 SCRF R

b) Facilitate the execution (i.e. delivery process) of the mutually agreed to VA Services engagement Service
and Support Plan including the coordination of individual service deliveries and SAP resource staffing
process at the project level

HEREPAT IO g K VA RS ITHE MRS ASCHRFERI (B AR A& W T H 200 1 BT iR 55 52 AF
5 SAP BHEN RBC %R

c) Track Customer’s implementation of SAP’s recommendations and action plans resulting from the delivery
of SAP Support Services hereunder
PRERZE PR SAP RIZEAT A SO R K] SAP SCREAR S5 1M 42 IR R AT Bl v-R1) 1) St 175 50

d) Provide periodic status and risk reporting at Customer’s project management level
) %5 P IR 30 H 2 R AR 0 e PR SR XU 4

All SAP Embedded Support Services will be coordinated with Customer’'s Engagement Manager.

JITH SAP IR AR SRR ST B 5% 1300 H 4 31 BEAT V0

SAP Support Services.

SAP SRS -

SAP may provide Planning, Orchestration and Safeguarding, and/or Design services (collectively “SAP
Support Services”) as may be determined by SAP and Customer in the agreed to VA Services engagement
Service and Support Plan, for the quota of SAP Support Services days specified in the VA Services Scope
Document to an Order Form during the VA Services Term (“Support Services Quota”).

fE VA SR, T8 VA IRSSIERICR P UE I SAP SCHRFIRSS RECATA (LU R AR “SCHRpRSSED
B O . SAP Rflt SAP RIZAELIE (K VA ST I H 55 RS RpoH R e (K vh Rl o S OR g A s i i
% (LURSEHR “SAP XFFIRS” O -

Customer may allocate available Support Services Quota days solely for the SAP Support Services categories
specified in the preceding paragraph. A listing of SAP’s current SAP Support Services is available at
https://www.sap.com/value-assurance-support-service

2 RRERE AT IR SRR IR 55 B BUR B0y Be s B — BOH HE IR SAP STREIR 5530 . SAP H AT L1 SAP STRFR

1522152 W, https://www.sap.com/value-assurance-support-service

To schedule SAP Support Services, Customer will contact the assigned TQM or designated SAP resource.
SAP requires a minimum lead-time of 5 weeks for scheduling SAP Support Service delivery requests. If
reasonably possible for SAP, SAP Support 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 Support
Service based on Customer’s information and requirements.This estimate will include preparation and post
processing activities. The days used for an SAP Support Service will be deducted from the Support Services
Quota, where applicable. No time will be deducted from the Support Services Quota for travel time. If Customer
postpones or cancels any already requested SAP Support Service less than 3 weeks before the start date of
the SAP Support Service, SAP may deduct already rendered days from Customer’s Support Services Quota.

HEgH SAP CFHIRSS, &/ PIECRTFIRI TOM B8 1) SAP %k, SAP FEZE/DIEATL (5) FAM
ZHE SAP SRS HIZSATE R o WX SAP SRILAFIRI4T, SAP SR %t AT 5 T 50 1 75 5k ELAR IR 7= A= B 15
H TR AT2HE. SAP RIARIEZ F 05 BB SRR HBTE R 1 SAP SCFR RS T R 2. BhTifl R v 6
FEUWE TAER G LIS BN IS ] . SAP SZHRRAR S5 BT I R B8 A SZRE IR 5 BC A R 198 CUmi& D« AR 2
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2.2.4.

2.3.

2.3.1.

2.3.2.

JRIS (A AN SRR IR ST B h 1R . A% P2 SAP SCRFIRFSIHIRRT A R = (3) JA KIS AR s U AR 2
TR SAP STRFARSS . SAP R A% /7 IR SRR AR 55 B A rh 1Bk L4 P 0 e 55 R A

Customer shall define a project team and make sure that the relevant contact people are available for the
duration of the individual SAP Support 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 Support Service
delivery, the Engagement Managers will agree upon a more formal agenda for the SAP Support Service and
the required involvement of Customer’s project team members.

FRARE N IUH BIBL, IFBORAE I SAP SCRFAR S5 ISR I FE AP RERS IR R BIMISCHIE RN . BE2R% P I
H EIBARZRCA 27 1 1T BH 228 AR S5 IR DT N RGUVE L 0L T 30 AP DAL SR A% 0ol 55
R TT N HIEDH HFREZH, #2255 BB R B AR A S 5. 25 SAP LRSS 2
Hir, T0UH LR SAP SCRF IR S5 M7 B2 510 % 77 TUH HBARR 53 78 78 310 500 H R 224k

SAP Expertise on Demand
SAP ##if Tl AR MRS

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 10 person-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; minor configuration changes of Customer’s
SAP Software system; knowledge transfer on SAP Software and similar tasks. EoD Services do not include:

SAP it LA HAR RS (LUNfEFR “EoD” =t “EoD R45” O & BUEieiss, Zik% B1ER4t SAP BTk,
AR ENEDY (R2 (100 MPALTH) ARSHR. REEZHT MR b TER LEOVE 2%, il
T %7 5 T IRV R IR AU EL AN H LI DR, . SAP BRAF IR &I SAP BAF R SLHI4N
MECEAH . A K SAP BAFR AL LA EMESS . EoD M55 A EiE:

a) reaction on Customer incidents as these are covered under the Support Schedule to the License
Agreement; or
W R A, RO A TR TRV AT IR SRR s B

b) non-standard software received from SAP’s Custom Development organization.

H SAP SE I F AT TS AR e A -

EoD Services will be provided during Normal Business Hours for the quota of EoD days specified in a VA
Services Scope Document to an Order Form during the VA Support Services Term (“EoD Quota™).

EoD 55 NiAE VA SCHFARSTIIR A, TATIE 2 VA H S5 E SR E i) EoD REELAT (BL R fafk “EoD
BCAR” O FIER TAER A A f 4t

SAP will 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 hereunder
and SAP will have no liability if it cannot or does not fulfill such EoD Task request. SAP will 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 complete such EoD Task, SAP will provide Customer with a written explanation of the
reasons for such action.

SAP R UG b A PR R AT % 1 $E 5SS ) EoD AR 5515 3K, {H SAP JFAMRAIE REWS skt BB AT & - ik AL
PHRAZ BRI EoD AE55155K,  H SAP X HICIEEAT BB A JEAT LK EoD AL 551 R A UL FTIT/E. 4 SAP A
AEJEAT EODATLA5 1K, WIRGEAIZ /o W1 SAP FF 4R Ab 3 EoD AT 55 1H bt Ji= i 52 HICVEBUAN e 58 i EoD AT 5%,
SAP J37 [ia) 2 P i AT 2 0 45 1 PR R
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2.4.

2.4.1.

2.4.2.

2.4.3.

3.1.

3.2.

SAP On-Call Duty Services.
SAP BEI 5% H 55 -

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
VA Services Term specified in the VA Services Scope Document to an Order Form (“On-Call Duty Quota™).

SAP [ {5 1 ik 55 3852 PR R R SAP SCRFALZIA IR R N, RO ROV P IS B S5 AR R S0,
9K SAP BN i 4 iR 55 Ik R A RAETT I 2 VA I SSVE SO i 2 1) VA R 55 SRR A A 1 TA] £ SAP IS
A EIEC AN (LUR IR “BER RO B O ffit.

An SAP On-Call-Duty Services session is:
—/> SAP B IR 1573 Ik 45 1] 2 45 «

a) either Monday to Sunday starting 08:00 and ending 20:00 the same day in Customer’s local time zone ;
or
BEPLE X E—2FH, 2L 8 S, FA—Ki L8 s,

b) or Monday to Sunday starting 20:00 and ending 08:00 the following day in Customer’s local time zone.
FERPAEXE-ZFH, B8 mITih, £ KE 8 M4,

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

I HE SAP BERHEA RS, % RA TQM $#2H BTG R. SAP BERHE 73 IR 5 I 1) 2 HEN 2R . (5) A
B

ENGAGEMENT MANAGEMENT

ch-¢:

Each party shall designate an Engagement Manager. SAP’s Engagement Manager will be the assigned TQM
or designated SAP resource. 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 this VASSD and any VA Services
Scope Document to an Order Form. All VA Services performed by the assigned SAP resources will be
coordinated with Customer’'s Engagement Manager.

BITKIBHRIR— % 27, SAP I Z2FRRIZ R ARIRI) TQM SRIRSE ) SAP Y. % P 95 H TR RLHS
TS, IR P T R G YR IR SR . LTl F Y B B A, SR
FA VASSD JARTITIGE2 VA TSI SRt 26 5K RN SAP BEIRBUT 09— VA IR 51 5%
(51 F AT

The parties hereto agree that the cooperation of Customer’s third-party consulting partner(s) (“Customer
Partner”) is critical to the success of individual VA Services engagements. Customer shall ensure that any
such Customer Partner(s) will comply with Customer’s responsibilities hereunder and shall cooperate with
SAP as reasonably requested by SAP in order for SAP to fulfill its obligations hereunder.

TR, HPRE =TT EEERE (LURRIR “FR Gk O BMERZ S VA IS5 B0H RIS .
P NI R P RS A SOITR R 2 P AT, JFNARYE SAP G EER S SAP &1F, LM SAP
JBATASCTR I 55
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4.1.

5.1.

5.2.

5.3.

5.4.

5.5.

CUSTOMER REQUIREMENTS
&R RER

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

AT ) VA RS, 27 b2

a) continue to pay all support fees (i.e.; Standard Support Fees, Enterprise Support Fees, or Product Support
for Large Enterprises Fees) or subscription fees under the License Agreement;
Ak 2 ST R TR SCRESR A (BI: SAP Standard Support [#5#E S #5] %% il . SAP Enterprise
Support [k 37 #7] 9% Al 8L SAP Product Support for Large Enterprises [ R4k~ i S 3D s0ALA
P

b) otherwise fulfill its obligations under the License Agreement, GTC, the Order Form, and the VA Services
Scope Document; and
JEATHAEVFRIHM. GTC. TR LK VA RS E Bl SR AR i At S 555 DA

c) provide remote connectivity and data access in accordance with the Support Schedule.
MR SCRF M, $R Ak a7e R 308 PR R A 7 1)

GENERAL PROVISIONS

— &K

Consultants will not provide VA Services hereunder outside Normal Business Hours, on weekends, public
holidays, or night shifts unless mutually agreed to in writing by the parties in advance.

B i) AN AE IR TARRS A2 5y AR AR H s IR A SCIE 1 VA BRSS, BRARXUT % 1A B LE »

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.

FRIR MR AN R RARYE I 5 SAP 8L SAP JCI AL T2 811 Ji F 45 R 2 TR TR AR AR

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

R ORA R, SR VA RS FISGE . 595 VA RS A RIME BN AT SEE R4y SAP Bl

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

FRIRI SAP B (CRIEFRIRIGIRA B AT REMR/RS1E SAP P A BHATAUI T K VA IS5 530

The scope of VA 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 VA Services are applied to similarly situated SAP customers subscribing to VA
Services in the Territory as defined in the applicable License Agreement. If SAP exercises its option to change
the scope in accordance with this Section 5.5, and such changes are not acceptable to Customer, Customer
is entitled to terminate a VA Services Scope Document to an Order Form 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 FZHLHT VA S5 (VS R i SAP fERFEE IR, fEFEAT/L (90) RATIEAG LA H, DLk
SAP BAFHIRFEETF RAEARE L, (B VA 55V B 2R A8 58 T AR SG VR T B SOk I N /9 SAP 25
X VA RS HISRME . SAP FATHUE R A 5.5 FTAIHLE RG], (HE AL, ME AR
AL WITEHA AT R 2 VA IS SR, HZOREPRIL (90) RIBIMRmiaER. &k
FERTIRIYIE] N b, BONE AR .
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5.6. Fees are subject to change once per calendar year upon 90 days prior written notice to Customer. If SAP
exercises its option to change fees in accordance with the preceding sentence, and such changes are not
acceptable to Customer, Customer is entitled to terminate the VA Services Scope Document(s) to any Order
Form(s) affected by such fee change with 30 days’ written notice from Customer’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 Customer does not terminate within such period, the fee changes are deemed to be accepted by
Customer.

JI 5% B FHEE H DI ARAR S — IR, (EAURATILT (90) RIAIE IR TSHE M. W SAP B AT g IRAE AT — ) A 2
AR, AR AR MIAE, R ARAEIE] SAP Kl R AR @A 2 HER =+ (300 KW,
DA T 0 % 2 1B 32 e 9 AR SR AT I B 2 VA IRSSVE I SORY,  HLZ8 1B AR H 62K 2 FH AR S Sd 4 )
IR EEE RN AR B ARAERR I I N bR, PO 2 AL .
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