SAP Value Assurance Support Services Description
(“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.

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

1. DEFINITIONS
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.

1.2. “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.

2. SAP VALUE ASSURANCE SUPPORT SERVICES

SAP Value Assurance Support Services (“VA Services”)
currently include the following components:

2.1. SAP Embedded Support Services

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
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Onucanue ycnyr nogaepxku SAP Value Assurance
(«<VASSD»)

Yenyrm nopgpepxkun SAP Value Assurance npegocTaBrnsoTcs
AOMOSTHUTENBHO K YCriyram, okasbiBaeMbIM B pamkax lMpunoxeHums
O noadepxke, W  MOryT  BKM4aTb  MNpepocTaBreHne
npodeccrmoHanbHbIX YCryr aKCnepToB Ha Tepputopumn KnveHta
nvnn ypaneHHo AnA cogevctsuss KnueHTy B ero npoekte
BHeapeHus NporpammHoro obecneveHnss SAP ¢ UCMONb30BaHUEM
pekomeHgaumn SAP no BHeapeHuto. SAP npegocTaBngeT TONbKo
Yenyrm nogaepxkn SAP Value Assurance, ykadaHHble B OnucaHum
obbema ycnyr nopggepxkun SAP Value Assurance, KoTtopoe
npunaraeTcsa K [JoroBopy u cceinaeTcs Ha HacTosiwee Onvcanne
ycnyr. Yenyru nopaepxkn SAP Value Assurance cocpeaoToyeHs!
Ha ycnyrax Orchestration, Safeguarding, Planning n Design.

Bce TepMuHbl, HanmucaHHble C 3arnaBHOM OykBbl U He
onpefeneHHble B HacTodWweM [OKyMeHTe, ynotpebnsiotca B
3Ha4YeHUN, yCTaHOBIIEHHOM ANs HWUX B CornalueHnm.

1. OMPEQENEHUA

1.1. TepMuH «OObIYHOe pabo4vee BpemsA» O3Ha4yaeT
BoCbMuyacoson nepuvog ¢ 06:00 po 20:00 c
noHedenbHUMKa MO MATHULY BKMHOYUTENBHO  KpoMe

cryyaes, Korga UHOe COornacoBaHO CTOPOHaMM.
1.2. TepmuH «lMpunoxeHne o nopaepkKKke» O3HayaeT
npunoxenne (OOwwne ycnoBue okasaHusa Ycnyr) K
JNnueHsnoHHOMYy — [OroBOpy, coAepxallee  YCrnosus
okasaHus ycnyr nogaepxkun SAP (Hanpumep, ycnyr SAP
Standard Support, SAP Enterprise Support unm SAP
Product Support for Large Enterprises) n gevcrtsytoLiee B
OTHOLLEHMM MporpammHoro obecneyeHus,
npenocTaBneHHoro no JIMueH3noHHOMyY AOroBopy.

2. YCNYIry NOAQEPXKU SAP VALUE ASSURANCE

B Hactosiwee Bpems Ycnyrm noggepxkun SAP Value
Assurance («Ycnyru VA»x») BkwoyaT criegylowue
KOMMOHEHTbI:

2.1. Ycnyrn SAP Embedded Support

2.1.1. SAP okasbiBaeT ycnyrn SAP Embedded Support cunamm
rpynnbl  cneunanuctoB  criyx0Obl  nogaepxkkun  SAP
(«CneumnanucTbl cnyx6bl BCTPOEHHOW NOAAEPKKNY),
KOTOpble YykasblBalOTCA B npunaraemMoMm K [orosopy
Onncanun ob6bema ycnyr VA, u BbIMOMHAIT €OUHNYHOE
mMeponpuaTMe unu niobyio KOMOMHaUMIO MepPOonpUATUIA,
OMWCaHHBLIX  HWXKe, N0  [JOrOBOPEHHOCTM  MeXAay
cTopoHamu. MeHegxep NO TEXHUYECKOMY Ka4vecTBy
poctyneH B O6blyHOEe pabovee Bpemss Ha Mecte

SAP Service Description for Value Assurance Support Services RUSSIAN v.1-2022 1



2.1.2.

2.1.3.

2.2

2.2.1.

2.2.2.

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 Technical Quality Manager (“TQM”) activities:

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

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

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

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

reporting at

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

SAP Support Services.

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”).

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.

2.1.2.

2.1.3.

2.2

2.2.1.

2.2.2.

oKa3aHusi ycryr OnpederneHHoe KOonnyecTBO AHen,
yCTaHoBrneHHoe B npunaraemoM k [orosopy OnucaHum
obbema ycnyr VA, B TedyeHne Cpoka okasaHus ycnyr VA
(«<KBOTa Ha MeHeaXepa N0 TeXHMYECKOMY KauyecTBY»).
MeHepxep No TeXHMYECKOMY KavyecTBy HasHayaeTcs B
TedeHue 6 Hegenb nocne nognucaxHusa Jorosopa. B Keoty
MeHeXXepa No TEXHUYECKOMY KavyeCTBY He BXOOAT OHM
OTNYCKOB  Ha3HayeHHbix  CneumanuctoB  CNyxObl
BCTPOEHHOW MNOAOEPXKKN.

HenctBna meHepxkepa SAP nNo TEXHUYECKOMY KavecTBy
(«TQM»):

a) PagpabatbiBaeT wu cnocobcTByeT peanu3auuu
B3aumonpuemnemoro ana obewx cTtopoH [InaHa
noaaepkkn 1 B3aumogencTemmn B pamkax Ycnyr VA,
yunTtbiBatoLero notpebHocTn KnmeHta

b) CnocobcTByeT BbINOMHEHMIO (HanpuMep, npoLecc
nocTaBku) B3aMMOCOr1acoBaHHOIo Mnawna
noaaepXkn 1 B3aumoaencTsmn B pamkax Ycnyr VA,
BKIOYas KOOPAMHMPOBAHWE OTAENbHbIX YCMyr wu
obecneyeHve cneumanuctamm SAP Ha ypoBHe

npoekTa
c) OrtcnexuBaet BbINOSTHEHUE KnveHTtom
pekomeHgaumi  SAP M nnaHoB  AEWNCTBUW,
pa3paboTaHHbIX B paMkax oka3aHua  Ycnyr
nogoepxku SAP, npepocTaBnsieMblX COrNacHo

HacToALleMy JOKYMEHTY

d) HanpaBnsieT pykOBOACTBY MNpOEKTa CO CTOPOHbI
KnueHta nepuopuyeckme otyeTbl 0 xode paboT wu
puckax

Bce ycnyrm SAP Embedded Support koopaunHupyet
MeHeoxep B3anmoaemncTBmim co CTopoHbl KnneHTa.

Ycnyru nopaepxku SAP

SAP  MOXeT okasblBaTb YyCryru nrnaHMpoBaHuUs,
koopauHaumn u obecneveHnto GesonacHoCcTU w/wnu
NPOEKTUPOBAHWMIO (B COBOKYMHOCTU «YCIyrn noaaepxKu
SAP»), kKOTOpble MOryT ObITb Yka3aHbl SAP 1 KnueHtom B
lMnaHe noogepXkn M B3auMoOOEnCcTBUMI B pamkax Ycnyr
VA, onpegeneHHoOe KONUYeCcTBO OHEN, yCTaHOBNEHHOE B
npunaraemom k [JoroBopy OnucaHum obbema ycnyr VA,
B TeyeHne Cpoka okasaHud ycnyr VA («KBoTta Ha ycnyru
noaaepKKn»).

KnveHT BnpaBe pacnpenensite AOCTYMHble AHM KBOTbI HA
YCIyr NOAAEPXKKM UCKMIOYUTENBHO MO KaTeropmsam Ycnyr
nogaepxkn SAP, ykasaHHbIM B MnpeablayLleM MNyHKTe.
Tekywmn cnucok Ycnyr nogaepxkn SAP goctyneH no
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2.2.3.

2.2.4.

2.3.

2.3.1.

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.

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.

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

2.2.3.

2.2.4.

2.3.

2.3.1.

appecy https://www.sap.com/value-assurance-support-

service.

YT100bI cnnaHupoBaTh Ycnyrn nopgaepxkn SAP, KnveHt
JOIKEH CBA3aTbCs C HasHayeHHbIM MeHemxkepom TQM
unn Cneunanuctom SAP. SAP TpebyeTcsi He meHee 5
Heaenb Ha nnaHvpoBaHue npegocTaBneHns
3anpoLleHHbIx Ycnyr nogaepxku SAP. B 3aBucnmocTn ot
cuTyauumm npegocTtaBneHne Ycnyr nopaaepxku SAP
MOXeT ObITb CNNaHMPOBAHO UCXOAS U3  CPOYHbIX
noTpebHOCTEN M COrnacHo BO3HUKAKLWMM TpeboBaHMAM
npoekta. SAP noacuyuTbiBaeT pacyeTHoe KOMnMyecTBO
OHen, HeoBXoAMMbIX AN OKa3aHWs 3arpoLUeHHbIX Ycryr
nogaepxkn SAP, B COOTBETCTBUM C NPeaoCTaBreHHOMN
nHdopmaumen wun TpebosaHnsmm Knuenta. Takon
noacyeT BKIOYAET MeponpusaATMS Mo MOArOTOBKE MU
nocnegywmowme npoueccbl. [HM, MCMNONb30OBaHHbIE Ha
Ycnyry nopaepxku SAP, BblumTatotcs n3 KBoTbl Ha
yCcryru nopaepXkM no mepe npuMeHMMocTu. Bpewms,
3aTpavyeHHoe Ha Npoe3s, He NOANEXUT BblYeTy u3 KBoTbI
Ha ycnyrm noggepxku. Ecnu KnueHt coguraeTt Bpewms
OKa3aHUs WM OTMEHSIET yXe YTBEePXOEHHY W
NOArOTOBMEHHYIO K OKa3aHuo Ycnyry nogaepxkun SAP, B
CpOK MeHee 4yeM 3a 3 Heaenu o AaThl ee Hayana, To SAP
MOXeT Bbl4ecTb U3 KBoTbl KnueHTa Ha ycnyru noaaepxkm
KONMMYECTBO [HEW, YyXe 3aTpadeHHbIX Ha MOAroTOBKY
Takon Ycnyru nogaepxkm SAP.

KnueHT dopMupyeT NpoekTHyto rpynny u obecneynsaet
OOCTYMHOCTb COOTBETCTBYIOLUMX KOHTAKTHbIX JvL, B
TeYeHne NOCTaBKM KOHKPETHBIX Ycnyr noaaepxku SAP. B
COCTaB TaKMX MPOEKTHbIX TIPYyNMn [OOIDKHbI BXOAWTb
cnegyoowme COTPYOHUKM CO CTOpOHbl KnwmewTta: WUT-
MeHeXep  MNpoekTa, Nuua, OTBETCTBEHHble 33
COOTBETCTBYHOLLME Ou3Hec-npouecchl, CUCTEMHbIE
agMUHWCTPATOPbI, aKTWBHbIE MOMNMb30BaTENM M nuua,
OTBETCTBEHHblE 33 BHeApPEeHME  COOTBETCTBYHOLLMX
OCHOBHbIX Ou3Hec-npoueccoB. [lporpamma gencTBui
TpebyeT y4yacTuss HEKOTOpbIX YMEeHOB Wnu  BceW
NPOEKTHON rpynmbl Knunenra. o Havyana
npepoctaenenns Ycnyr noanepxkun SAP MeHenxepbl
B3aMMOLENCTBMIA AOMKHbI COrfacoBatb ouuuanbHyt
nporpammy OeicTBUIA MO OKasaHW YCnyr NoAdepXKKu
SAP un ob6bem y4acTusi YNEHOB MNPOEKTHOMW rpynnbl
KnueHTa.

SAP Expertise on Demand
TpeboBaHuio)

(Okcneptnsa SAP no

Yenyrm SAP Expertise on Demand («EoD» nnu «Yenyrun
EoD») — 9TO yganeHHbIi cepBWC, NMpeaoCcTaBnsAlLni
pecypcbl SAP pgna ynoBneTBOpeHuWst noTpebHocTen
Knvexta B BbINOMHEHUN KpaTKOCPOYHbIX "
CpenHecpOoYHbIX 3a4ady (MakCMMyM O OECATU YENOBEKO-
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2.3.2.

2.4.

24.1.

2.4.2.

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:

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

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

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”).

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 On-Call Duty Services.

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”).

An SAP On-Call-Duty Services session is:

2.3.2.

2.4.

24.1.

2.4.2.

OHel 3a nepuopn). OTM 3agayn CBA3aHbl C peLleHueMm
TEXHUYECKM CITOXKHBIX MM HEOObIYHbIX BOMPOCOB,
KOTOpble, KakK NpaBuro, BbIXOAAT 3@ pPaMKU 3HAHUA U
onbiTa nepcoHana KnueHTa: Hanpumep, He3HauYnTeNbHbIE
mMoaudmkauum  MporpammHoro  obecriedeHusi  SAP,
He3HauMTenbHbIE N3MeHeHus KOHUrypaumm
ycTaHoBneHHow y KnneHta nporpammHow cuctembl SAP,
nepegadva 3HaHui no MNporpammHomy obecneyeHmto SAP
n gpyrne cxoxue 3agadun. Yenyru EoD He BkntovaroT:

a) pearvpoBaHue Ha MHUMAEHTbl KnueHTa, Tak Kak aT1o
perynupyetca [punoxeHneM O nNOAAEpPXKe K
JlnueHsnoHHomMy forosopy; unu

b) HectaHpapTHOE
nony4yeHHoe oOT
Development.

obecneyeHue,
SAP  Custom

nporpaMMHoe
opraHusaumm

Yecnyrm EoD okasbiBatotcs B ObbiyHOe pabodvee Bpems
onpefeneHHoe KOMMYecTBO AHEWN, YCTaHOBIEHHOe B
npunaraemom k florosopy OnucaHum obbema ycnyr VA,
B TeyeHne Cpoka okasaHus ycnyr noggdepxkm VA
(«KBoTa Ha ycnyru EoD»).

SAP npunaraetT pasyMHble C KOMMEPYECKOW TOYKM
3pEHUA  ycunusa  ONns BbIMONTHEHUSI  HaMpaBIiEHHbIX
KnuenTtom 3anpocos Ha 3agayn EoD, Ho He rapaHTupyer,
YTO CMOXET BbINOMHUTL UM BbINOMHUT KaXKabl 3anpoc
KnuneHTta Ha 3agayvy EoD, n He HeceT OTBETCTBEHHOCTU B
Crny4ae HEBbINMOMHEHUSA WU OTCYTCTBUS BO3MOXHOCTU
BbINONHeHUs1 3anpocoB Ha 3agayn EoD. SAP obsi3yeTcs
NMUCbMEHHO yBEAOMUTb KnuveHta B cnyyvae
HEBO3MOXHOCTM BbINOSIHEHUS Kakoro-nmbo 3anpoca Ha
3apgayy EoD. Ecnn SAP HauuHaeT pabotbl no 3agadve
EoD, a 3aTem peluaeT, YTO He CMOXeT unu He Byaet
3aBepLuatb ee BbinonHeHne, SAP HanpaBnsieT KnueHty
NMCbMEHHOE Pa3bsACHEHME NPUYNH TAKOTO PELLEHNS.

Ycnyrn SAP On-Call Duty.

Yenyrm SAP  On-Call Duty npepnaratoT yganeHHbIn
[OCTYMN K KOHTaKTHOMY nnuly u3 cnyx06bl nogaepxkun SAP,
KOTOpOe Nno Mepe HeobxoaNMOCTU OKa3biBaeT NOAAEPKKY
KnueHTy no kputunyecknm BaxkHbIM Ou3Hec-npoueccam.
Takoe koHTakTHOe nuuo no Ycnyram SAP On-Call Duty
OOCTYNHO B Te4YeHue OonpedeneHHoro Konu4yecTsa
ceaHcoB Ycnyr SAP On-Call Duty B pamkax lNepuoga B
TedeHme Cpoka okasaHusa ycnyr VA, yCTaHOBMNEHHOTO B
npvnaraemom Kk foroeopy Onucannm obvema ycnyr VA
(«KBoTa Ha ycnyru On-Call Duty»).

CeaHc Ycnyr SAP On-Call Duty npoBoguTcs:
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2.4.3.

3.1.

3.2.

4.1.

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

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

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.

ENGAGEMENT MANAGEMENT

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.

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.

CUSTOMER REQUIREMENTS

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

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;

2.4.3.

3.1.

3.2.

4.1.

a) nubo c noHepernbHuKa No BockpeceHbe ¢ 08:00 go
20:00 Toro xe aHA No MecTHoMYy BpeMeHu KnueHTa;

b) nubo c noHegenbHuka no BockpeceHbe ¢ 20:00 go
08:00 cnegytowero OHA MO MECTHOMY BpeMeHu
KnunenTa.

Ons nnanunpoBanusa Ycnyr SAP On-Call-Duty KnveHty
Heobxoanmo HanpaBuUTb NUCbMEHHbIN 3anpoc
MeHepxepy no TexHnyeckomy kayectBy. [TnaHnpoBaHue
cpokoB oka3aHust Ycnyr SAP On-Call Duty npoussogutcs
rnocne npeaBapuUTeENbLHOrO yBeAOMIEHNs 3a 5 Heaenb.

YNPABJNEHUE B3AUMOOENUCTBUEM

Kaxpas CTOpOHa HasHavaeT MeHepxepa
B3anmoencTemn. MeHegkepoMm B3aMMOOENCTBUN CO
cTopoHbl SAP 6yaet TQM vnu cneumansHo BbiAENEHHbIN
Cneunanuct SAP. MeHeoxep B3aMMOLENCTBUMA CO
CTOPOHbI KnneHTa AormkeH BrnageTb aHrMMUNCKUM S13bIKOM

W  MMEeTb MOMHOMOYUS NpuHMMaTb Heobxoaumble
peweHns oT wuMeHn KnmeHTa wnm copewcTBoBaThb
MPUHATUIO  Takmx peweHni 6e3  HeonpaBAaHHbIX
3agepxek. MeHegxepbl  B3aMMOAEWCTBUA  TECHO

COTpyAHMYaoT Mexady cobon, KOHTponmpys cobnioaeHne
nonoxeHun Hactoswero Onucanna ycnyr nogaepxkn VA
n nioboro npunaraemoro k [lorosopy OnucaHum o6bema
ycnyr VA. Bee ycnyrmn VA, BbINOnMHAEMbIE Ha3HaYeHHbIMU
cneunanuctamun  SAP,  koopauHupyeT  MeHepxep
B3aNMOLENCTBUIA CO CTOPOHbI KnneHTa.

CTOpOHbI cormalialTcs ¢ TeM, YTO COTPYOHMYECTBO CO
CTOPOHHMMW  NapTHepamu-koHcynbTaHTamun  KnueHTa
(«MapTHepbl KnueHTay) ABNSETCS KPUTUYECKN BaXKHbLIM
ANns yCneLHoro B3aMmMoAencTBuS B paMKkax OTAembHbIX
Ycnyr VA. KnueHT rapaHTupyeT, 4TOo ntobble Takue
MaptHepbl KnueHnta GyayT cobniopate obsizatenscrea
KnuneHta no pgaHHOMY [OOKYMEHTy, u 00s3yeTcs
coTpyaHu4datb ¢ SAP B cnyyae 060CHOBaHHOro 3anpoca
SAP o Takom COTpyaHMUYECTBE B Liensix BbinonHeHus SAP
cBovx 00683aTenbcTB, MPEeAyCMOTPEHHbIX HaCTOSLLMM
OOKYMEHTOM.

TPEBOBAHUA K KITMEHTY

Yenyru VA, nepeYvmcrneHHble B
npenocTaBnaTCS NpU yCnosum, 4to KnmeHT:

Horosope,

a) perynsipHo onnavvBaeT BCe YCNyru Nogaepxku (T. e.
ctoumocTb ycnyr Standard Support, cToMmocTb
ycnyr Enterprise  Support vnn ctommocTtb ycnyr
Product Support for Large Enterprises) unv nognucku
no JInueH3anoHHOMY OOroBOpY;
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5.1.

5.2.

5.3.

5.4.

5.5.

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

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

GENERAL PROVISIONS

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.

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.

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.

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

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.

5.1.

5.2.

5.3.

5.4.

5.5.

b) BbINONHAET WHble 06sa3aTensLCTBa,
npenycMoTpeHHble  JIMLEH3MOHHBIM  [JOrOBOPOM,
O6wmmn  ycrosuamu, foroBopom un OnucaHuem
obbema ycnyr VA; n

c) obecneunBaeT yganeHHoe coefuHEHVWe W OOCTyn K
JaHHbIM B COOTBETCTBUM C [lpunoxeHuem o
noaaepxKke.

OBLUUE NMONOXEHUA

KoHcynbTaHThI He oKasblBaloT Yenyr VA,
NPedyCMOTPEHHbIX HAacTOAWMM  [OKYMEHTOM, He B
O6blyHOE  paboyee  Bpems, MO  BbIXOAHBIM  W”
ouumanbHbIM NPa3aHNYHBIM OHAM, @ TaKKe B HOYHble
CMeHbl, ecnn wuHoe He 6Obino npegBapuTenbHO
COrnacoBaHoO CTOPOHaMM B MUCbMEHHOW dhopme.

HasHayeHHble CreumanucTbl  ciyxbbl  BCTPOEHHOM
NOAAEPXKKN MMEIOT MNpaBO Ha CTaHOapTHbIM ANg WX
OOIMKHOCTW €XerogHbIi OTNYCK COrfnacHo MX TpydoBOMY
porosopy ¢ SAP nnu AdpdunmposaHHbiM nuuom SAP.

B uensax adheKkTMBHOM KOMMYHMKaLMK BCe obLieHne npu
okazaHun Ycnyr VA BegeTca Ha aHrmMACKOM A3bike.
MHdopmaums, Heobxoommasa Ons Oka3aHus OTAENbHbIX
Yenyr VA, gomxHa npefocTaBnsaTbCA chneynanucTam
SAP Ha aHrnmnmnckom si3blke.

HasHaveHHble crneyuanmcTbl SAP (Bkntovas
HasHayeHHbIx CneunanuctoB  CnyXbbl  BCTPOEHHON
noaaepXku) MOryT B OTAENbHbIX Cry4asix OKasblBaTb
Ycnyrn VA, npeayCMOTPEHHbIE HAaCTOSALLMM JOKYMEHTOM,
n3 oguca SAP.

SAP wmoxeT B noboe Bpemsi pa3 B rog W3MeHUTb
npeanaraembii o6vem Ycnyr VA gna cornacoBaHusi ¢
ycoBepLUeHCTBOBaHMAMN B [MporpammHom obecneyeHun
SAP 1 TexHomorusix, HanpasuB npeaBapuUTenbHOe
nMcbMeHHoe yBeaomMneHve 3a 90 aHen, npu ycrnoBum, 4to
Takve usMeHeHusi obbema Ycnyr VA npuvMEHsoTCs KO
BceM knneHtam SAP ¢ aHanorMyHbIM MECTOMOMOXEHNEM,
C KOTOpbIMM 3akmyeHbl oroBopbl Ha Ycnyrm VA Ha
Tepputopun, onpegeneHHon B  COOTBETCTBYHOLLEM
JInueHanoHHom porosope. Ecnv SAP ncnonb3yeTt cBoe
npaBo M3MeHUTb 06beM B COOTBETCTBMM C HACTOSILLUM
nyHKToM 5.5, HO Takoe W3MeHeHWe OkKasblBaeTcs
HenpuemnembiM ana  KnueHta, nocnegHun Bnpase
oTkasaTbcsi OoT [doroBopa B yactu obbema Ycnyr VA,
3aTparMBaemMbix 3TMM U3MEHEHMEM; 0TKa3 oT [loroBopa B
yacTu 9TUX YCNyr BCTynaeT B Cury MO UCTeYeHUn
ykasaHHoro nepuoga B 90 pgHen. Ecnm KnneHT He
OTKasblBaeTcs oT [loroBopa B YacTu 3TUX YCIyr B Te4eHne
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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.

5.6.

YKa3aHHOro nepuoaa, 1o TakMe U3MEeHeHUA cYUTalTCA
NPUHATBEIMU KnneHTom.

CTtoMmocCTb ycnyr MoxeT ObiTb M3MeHeHa OAuMH pa3 B
KaneHgapHoM rogy € npegBapuTenbHbIM MUCbMEHHbIM
yBegomneHnem Knunenta 3a 90 pgHen. Ecnm SAP
ucnonb3yeT CBOE MNpPaBO Ha M3MEHeHMe CTOMMOCTU B
COOTBETCTBMM C HACTOSALMUM MYyHKTOM, HO Takoe
nU3MeHeHue okasbiBaeTcs HenpuemnembiM ans KnueHrta,
nocnegHvii BrnpaBe OTKa3aTbCcsi OT [loroBopa B 4acTtu
obbema ycnyr VA, KOTopble 3aTPOHYIIO Takoe U3MeHeHne
CcToMMOCTH, Hanpasue B SAP nucbMeHHOe yBegoMIeHne
B TeveHne 30 gHen ¢ MoMmeHTa nonyyeHus KnueHTom
yBegomneHns SAP O TakoM MW3MEeHeHuu; oTkas oT
[oroBopa B YacTu yKa3aHHbIX YCNyr BCTynaeT B CUIy Mo
OKOHYaHMN TEKYLLEero KaneHaapHoOro roga, B KOTOPOM
OblNno  OTNpaBneHoO yBedomsieHne 00 M3MeHeHuU
ctonmocTu. Ecnn KnueHT He oTkasbiBaeTcs oT [Jorosopa
B TE€YEHMEe YyKasaHHOro nepuoga, U3MEHeHus pasmepa
CTOMMOCTU CHUTAIOTCS NPUHSATEIMU KnneHTom.
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