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SAP Value Assurance Support Services Description (“VASSD”)
SAP Value Assurance ¥iR— bV —tERDOPNZEELH ( [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 ¥AR— hH—b 2] (L, HR—FAFZTa—)L] ITESWTEBEBINA—EXITEMNE
NHHDOTHY, SAP ODEATA RTA L EFERLIZBED SAP [V 7 b =7 ) OBATBY =7 MIBWTSHE
EITH10OIC, a7y rat e LTOEMEGEE S A MR/ XXV E— FCTRIMIETHZ A TE 5, SAP
X, 2o [ —v2RNEHHE] 228325 [HECE] (232 [SAP Value Assurance AR — hHh—BEAD AT —7
WA 0E ] I &Nz [SAP Value Assurance YaRh— bV —ER] OLZiEMAd 5, [SAP Value Assurance
YR — hY—EZ] X, Orchestration KO\ Safeguarding. Planning, M TN Design ICZEHBEZEWTW5,

The capitalized terms referred and not defined herein will have the same meaning as they are defined in the Agreement.
BFEIL> X OHFETIZ O VASSD IZBWTERSNL TN E DX, TAREK) BT 2ERLFAUEKEAFT D,

1. DEFINITIONS

L. E

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.

1. 1. DEEEHERE] &3, AUEESTFEHICTHESGE LEGEERE, ABENOEME TOFE] 6 K

MOF% 8 FEETOMD 8 Rz,

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.

1.2. PR — PRV a—jb] L, EAETFHEN) BT 5, MEHMERFERN) IS S EHMEDT
HEIND V7 =T kL THEZZ SAP O 7R — bk (SAP Standard Support. SAP Enterprise
Support X SAP Product Support for Large Enterprises 72&) HDOAAZ V2 —L&EW 9,

2. SAP VALUE ASSURANCE SUPPORT SERVICES
2. SAP VALUE ASSURANCE #AR— p¥—E X
SAP Value Assurance Support Services (“VA Services”) currently include the following components:

[SAP Value Assurance H7AR— h¥—v 2] (LIF VA —FER] ) ITIFBE, UTFTOa R R—3x2 bR
EENTND,

2.1. SAP Embedded Support Services
2. 1. SAP Embedded H7a— k¥ —ER

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.
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2.2.2.

SAP i, [SAP Embedded ¥AR— h¥—v 2| &, [EIGE] IZ5T25 VA —E2DRa—7ZHT 5L
)T D SAP YAR— U Y —2Z (UUF lEmbedded U Y —2R] ) OF—2sL LTHELL, DLTFIZEH
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OB, TTEXE] ORfTHS 6 BEUNICITORD, [T 24T 11X, AdJE SN 7= [Embedded V
V=] ORIRBEITE /e,

SAP Technical Quality Manager (“TQM”) activities:
SAP 7O =ANTF VT 4 ~F—Yr— (([TQM] ) DOIEH) :

a) Develop and maintain a Customer-specific VA Services engagement Service and Support Plan that is
mutually agreeable to the parties

a) WHFEENHELICEEWRER, BMEEMD VA y—bv 2] 27—V A b [H—ERAROHYR—
FNFT ) OREROER

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

b) MAEIZEESNE WA —b 2] 27—V A hO [H—ERROVR— L TT ) OFET (T
bbb, e R) O, ik, eV s FLoLZBT A oY — B R REE KT SAP
DY Y —ARJE T 0t ADOF R EEND,

c) Track Customer’s implementation of SAP’s recommendations and action plans resulting from the delivery
of SAP Support Services hereunder

c)  Z® VASSD 1ZH-3< TSAP AR — h—Ut A ORMOFTETHDH SAP OHRFHENT 7 a7
T O, BRI XD FEmR OB

d) Provide periodic status and risk reporting at Customer’s project management level

d) BEEOTOT g hwFX—T AL NUUUIZEBIT D, EHRZDRIUHRE RO A 7 ik o i

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

FXTOD ISAP Embedded Ha— hH—E 2] I, WHED (227 =T A bR —=T % —] ([ZLDHFHED
1T s,

SAP Support Services.

SAP HR— hH—E R

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”).

SAP X, Planning. Orchestration K& Safeguarding. MUY/ X% Design OHY—bE A2 (FrL T [SAP ¥
R—RMP—ER]) &, GEEHDO VA F—bER] 25—V A bO [H—E 2ROV AR— LR (Z
BT SAP LEERICEVRESRILERY, VA —E M) . TESCE) oxbd s VA —ex
DAFA—=FZHT 2XEF] TRHTL2HY THEC &, /BT 25608625 UTF PR—-F—ER
FXT])

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.
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2.3.1.
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1.

L, AR [HR— Mr—E 2B T AfE, BB SN TSAP ¥ R— Mr—EX] OF
TAY =IOV TOHLFY Y THIENTED, SAP OHATD ISAP - — M —E R (X,
https://www.sap.com/value-assurance-support-service 1ZH#i ST\ 5,

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.

[SAP HAR— b —ER| ORT T a—)VERET DHHOIC, BRI, BRI T XIZfE4 Sz Sap
DY Y= EHHEEID, SAP 1E, TSAP ¥R— b —E 2] ORMPEEFEITH LT, A7V a—VE2RET
517l b WEOY — R¥A L%5ET5H, SAP ([Z& > CHBEM RGP CRREZRS A1, [SAP
PR— " —ER] ODAFT Va2 —RER, AO=—XESE, BELTWDHLTr V=7 NERIHE-S
TITH LB TE D, SAP L, BHRDOERKOEHFICHKSE . FHFEINT [SAP R — M —E R (2T
LZHMEABARET 2D LT 5, ZOHEICIT, EREOREBZEOEELED LD LT D, [SAP H
A= b —E 2 IEHINZEEL. #4755, THAR— M F—EREYST) hoELSIMNLD,
HIEHIMIC Wit R — b —ERERY T oIEELSIDPNRNLD LT 5, BENT CICEG#R
H@D TSAP HR— hh—bE R ZIEH IO L, £D [SAP YR — h—tE 2] OBFAHR ETO RN 3
BRI CTHDHEA. SAP 1%, BED PR — M —EREYT) 26, T TIEEFEAOBEE7= 1L I
ZLEBTES,

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.

BEIL, 7uvzs FF—La%ED, O [SAP R — b —E 2| ORMEITONDME, BEEOHEEHE
WENERIEHBEIND LO2ICT2b0L45, »hdBEOTa Y=y b F—2%, BED 1T 7o
Vxl hvFxr—Ux—] | BETALIEURAT B ROEMLE, VAT LEEE, T/ T4 72—V — K&
DR E AR T 0 AQFELHY T LB THER T HILERDH DL, 7Vx U XITiE, BEDOT R
Va2l FF—LO—EHXIITRTRBMT D2HLENH D, [SAP R — b —E R | OFEEIZHSLH,
[ =V A b~Fx—Tx%—] %, [SAP $FR—FP—ER] KOEED BV =) hTF—LDRA
N=DOPEREAEICET S, FVIEXRT P2 ZIZOWTEETH LD LT 5,

SAP Expertise on Demand
SAP Expertise on Demand

SAP Expertise on Demand (“EoD” or “EoD Services”) is a remote service which provides SAP resources to
fill Customer’s need for short to medium-term duration (up to a maximum of 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 Expertise on Demand ( TEoD] XIX [EoD ¥r—t 2] ) 1%, BEOEHENGPHIE (&K 10 AHD
HH) OFEEDO=—XZml=d7-DIZ, SAP VY —2A&2@MT 25— —EXTHD, ZnbDIFEE
X, —RENTEED A X v 7 O E B A T, FREICEMESOIFFR B Z G L L TR0, 2,
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2.3.2.

2.3.2.

2.4.
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24.1.

2.4. 1.

24.2.

2.4.2.

SAP Y7 N =7 OB HEE] . BAED SAP [V 7 NU 7| VAT AR A8 A E
SAP TY 7 ho=T ] IZHTET LYY N T RAT 7 —REREDIEER ENRH D, TEoD r—E ] [TITLL
& e,

a) reaction on Customer incidents as these are covered under the Support Schedule to the License
Agreement; or

a) BEDA YTy MIHT 238 (Shbid, MEARRFERKN) O THR— 27 Ya—0L] oG
THDHWD)

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

b) SAP @ Custom Development FfkNOZMHT HIMEMEY 7 by =T

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”).

lBoD H—Ex] &, VA ¥—E 2] P, REXE] 1HT25 VA =202 2= 1Zl4 53X
FZEMT D EoD OFYTHEIC &, TEFEFERR] Piciitahns (UUT TEoD FIY T ) .

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 X, BENEH L7z [EoD # A2 | BEFEEJEITT 72010, M¥EEEANRENERT, 2721,
SAP (X, T VASSD (ZHESEEENIRHT D [FoD ¥ 27 | BiEa T X TBEITTE DI & XITEITT5H2
LEBFET DL O TR, 2, 2D [FoD ¥ 27 | BWEEEIRITTE W XUTEIT Liah > 1285412,
ZTOELEHA D BOTIEAR, SAP X, [EoD X R | FEFEBITTE WAL, BEICEIT 5, SAP
&, TEoD #2727 IZHATHIEEZBMG L. TOHYEFEL [EoD F A7 ) BT TERVWIIIFET LW &f)
Wi L7235 A0, ST EhoB A ORI %2, EmiC ko EgiciEtT s,

SAP On-Call Duty Services.
SAP On—Call Duty #—E =2

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

[SAP On—Call Duty $—E R Tif, EFHFIIGL T, EERE VIR BERIZOWTHE LIRS D12

WHIZ, SAP OV R — MEBNOBEH L F AT H Y E— N7 7 B RAFBRICEMET D, 230D [SAP On-

Call Duty $—E R OEMKEHEYFIL, [HEEE 1Z4T2D VA —E2R0Ra—7 12T 530FE]) I

SN VA —ve 28 B, THIRE] Z& o [SAP On-Call Duty H—ER| OEH Ty a il

WCTHIHTE % (LLF Ton—Call Duty &% <TJ ) .

An SAP On-Call-Duty Services session is:

SAP On—Call-Duty #—ERE v 3 0%,

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

a) EZEOBLHMEFE T, AW D HIEE T, 08:00 (2B L, MH® 20:00 1K TT 5, Xit,

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

b) FEEOHMER T, AN HIEE T, 20:00 ([ZBIAL. FHD 08:00 1K TT 5,
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2.4.3.

2.4.3.

3.1.

3. 1.

3.2.

3. 2.

4.1.
4. 1.

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.

[SAP On—Call Duty ¥—ER| DAY a—VEFKETHZOIC, BEIL, T ICEHCEFZIT
[SAP On—Call Duty Y —E X | DAY o — L& EIL, b BERTOBME St LT 5,

ENGAGEMENT MANAGEMENT
TSV AY NEHE

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.

FEHFET, 27—V RA b=V v —] 24T LObDET 5, SAP O T2 F—V A hwR—
Tr—] E, BESNhTE TWM UIFEL SN SAP DU Y —2ET 5, BED [ F—I A b~ f—
Ty —] E, FEEENFEEC, R AR L CUEREEREELITO N, ARERARELER L bLT
LNTED, MEREEZDNHEETD, 20D [ F =V A h=F =Ty —] X, 2D VASSD K}
NECE] 12392 VA = ADRa—7 T 5 EH] OFRMEEZERT L7200, AWICBEICHT
THHDET D, BBESiL SAP UV Y =R X TBITSNDTRTD VA —E 2] [Z20W T, BE
DT F—=V R b= =V —] LREEZTIbDET D,
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.

MYHEZEILIZ IS, BEOE=40a LY LT 1 I—rF— (LLF TBED—FF—1 ) O
2. 7RO VA —ER) Z2 =T A ORI E S TRAIRTHD Z LICAET D, BRIL. 20
% TED/NS— R F—] 2, ZD VASSD ([ZESFHEOEMLAETFT DI L E2RIET DL & HIT, SAP A
D VASSD ICESL BE DRBEEIBITT 7251 SAP BNEFMICRKD HHPAT SAP I hT 2560 T
Do

CUSTOMER REQUIREMENTS

B DEH:

To receive VA Services under an Order Form, Customer must:
MFEXE) I2HESE VA Y—E R 2% 570I1I21E, BEIILULTOTRXTEIThRTIER 520,

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;

a) [ AAMERF R A IS T _RToVFR— bE4 (725, TStandard Support b4 .

[Enterprise Support #+4:] XIZ [Product Support for Large Enterprises £}4x) ) XiIH 727

U7y a URME DA BT D,

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

b)  Z oM, MERMEFH#ZKN) . 6TC, NEXFE] . KO WA =202 a—7ICMT53FE] 125D
SBHORBEZIEITT %,

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

e) THR—=DIRTVa—)b] IZH-T, VE—MERKOT —F 7 78X E42MT 5,
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5.1.

5. 1.

5.2.

5. 2.

5.3.

5. 3.

5.4.

5. 4.

5.5.

5. 5.

5.6.

5. 6.

GENERAL PROVISIONS
— AR

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.

LB M. T VASSD IS TVA —v R %, [l 46, Bk, AMRBIC. XiT
W IRt Levy, 2720, FailMYFEERED TER L TV DAEAIZZDORY Tk,

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.

Bl J® &37- [Embedded U Y —A] &, SAP XUIZ D> SAP » RIS H ] L OEMAZICED D@E D
FERRBIZRTT D HERE2 BT 5,

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.

MR aI 2=l —2 g VEREICT A1, VA —bt 2] 28437700 EELHELT 5,
@z VA —E 2] (CBRT 2RBEFERIT, HFET SAP UV Y —RIZRHET I LD ET D,

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

Fl@ &7z SAP U Y —2 (FJE &7 [Embedded V Y —R ] ZETe) 25, SAP DR Z D VASSD
WZHESL VA —v R OFEEEFERTLIHAVH D,

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 2MEMET 2 VA —E X | ORa—Fk, SAP [V 7 b7 =7 ] ORI 7 BRFE K O Lotk % )X
B 57-6, HRICED 90 HATE TOMENCE Y, 4 1 [E] SAP IZL > THRAE SN GE1H D, -
7ZL, VA ¥—btR] ORa—FITBITHLEOEEN, #4125 EHAMETFHERG) ICEREINn [
EE] NT VA B—E2] OB T 27U T2 ar&fTo TWHREBOMESITIZH D SAP ORI LT
b, WMHINDZEELMET 5, SAP SR 5.5 KIS CTRAa—FEHEFT ) BIEE4THE LGS
2. UHETEZEEDKETERWVES, BRIX, D0 AR —TER L > TEBEL2Z 5 EXE]
95 WA —E2AORa =TT 5E] 2MRT22 N TE, TOMRIT LD 90 HEOWMT
BRI 5, BRD ERRBIMNICHREThR Vg E, YSERIFEEIC LV R#E SN LR S5,

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.

BHe1T, BRI D 90 HETE COFERNCEDIC L WMLy, JBEIC 1 BIEEINDZ E13H5,
SAP SRR DL STHE » TEHEE H 21T 5 @8R 2170 L2580, YA H 2B DK TE RWEEA,
BRIL, DB EMEETOBMERERED SAP MHZE L%, 30 BLUWNICER CEMT 5 Z &2k > T,
PNDLEEEFIZL > TEBEZIT D THECE) 12T 25 VA —v20RAa—7ICBT 5308 2 bk
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THIENTE, TOMBRITYEOREZEF @M 2 SRR OBFEORK TRICHRN T 2, BE 2 Ll
BINICIRER Z AT DRV EE, UOBeERIIBE L LV ARSI L AR END,
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