SAP Service Description

SAP fsei

Innovative Business Solutions Development Support Services on Cloud
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SAP is offering Innovative Business Solutions Development Support Services on Cloud (“Development Support
Services on Cloud”) for Features which have been developed and delivered by SAP under Innovative Business
Solutions Development Services on Cloud (“Development Services on Cloud”) pursuant to an Order Form.
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Terms beginning with a capital letter that are not defined in this document are defined in the Service Description for
Innovative Business Solutions Development Services on Cloud and/or in the respective General Terms and
Conditions.
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1 DEFINITIONS
EEE

1. “Base Support Services” means the support services that are in force for the Base Cloud Services between
Customer and SAP and/or between Customer and the provider of the non-SAP Base Cloud Services.
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2. “Customer Communication Point” means those Customer's employees entitled to request Development
Support Services on Cloud. Customer will designate at least two and up to five qualified English-speaking
contact persons who are authorized to request Development Support Services on Cloud hereunder and make
them known in writing to SAP.
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2 SERVICE APPROACH
585 Yabe
There are two support models for Development Support Services on Cloud: “Full Edition” and “Large
Enterprise”. Large Enterprise Development Support Services on Cloud are only available for customers with an

existing SAP Product Support for Large Enterprises agreement in place for their SAP system landscape. For all
other customers, only Full Edition Development Support Services on Cloud are available
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The combination of underlying Base Cloud Services and Customer's SAP support model determines the
specific scope of the Development Support Services on Cloud provided to the Features according to the table
below. Details regarding the services are set out in section 3.2.
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Base Cloud Services SAP Base Cloud Services and/or | SAP Commerce Cloud
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non-SAP Base Cloud Services
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Support model for Full Edition Large Enterprise | Full Edition Large Enterprise
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Services on Cloud
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Message Handling (see X X X X
description in section 3.2.1)

AR E (2R 3.2.1 (RATIL
)

Conflict Resolution Service for X X
Updates to SAP Base Cloud
Services (see description in
section 3.2.2)
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Conflict Resolution Service for X X
Updates to non-SAP Base
Cloud Services (see description
in section 3.2.3)
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Conflict Resolution Service for X X
Updates to SAP Commerce
Cloud (see description in section
3.2.4)

SAP Commerce Cloud & > f#

TEREIRTS (KSR 3.2.4 e
i)

Features Improvement (see X X X X
description in section 3.2.5)

THREHE (A28 3.2.5 fRATiL
)

Development Support Services | X X
on Cloud Delivery Management
(see description in section 3.2.6)
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3.1

3.1.1

3.1.2

3.1.3

DEVELOPMENT SUPPORT SERVICES ON CLOUD
RS SR R

General Provisions

— K

All Development Support Services on Cloud will be provided for Features only. All other SAP Software, Base
Cloud Services, SAP Cloud Services, non-SAP Software, non-SAP Cloud Services and third party software
licensed and/or subscribed by Customer is explicitly excluded from the Development Support Services on Cloud
provided by SAP hereunder.
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Development Support Services on Cloud will be provided only for the most recent version of the Features. The
Customer must ensure that all Development Support Services on Cloud (such as coding corrections, patches,
etc.) provided by SAP hereunder are duly and timely applied to the Features.
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The Development Support Services on Cloud hereunder will be provided on the Customer’s Non-Production
Cloud Environment on which the Features were provided to the Customer. For reasonable cause and taking
into consideration all other prerequisites of Development Support Services on Cloud, Customer may request
and SAP may agree to provide the Development Support Services on Cloud on a different Customer's Non-
Production Cloud Environment to the one mentioned above.
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3.14

3.2

3.2.1

3.2.2

3.2.3
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In case Customer provides the Development Environment and Runtime Cloud Environment, it is always the
Customer’s sole responsibility to apply the provided Development Support Services on Cloud to Customer’s
Production Cloud Environment.
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In case Customer provides only the Runtime Cloud Environment, SAP will apply the provided Development
Support Services on Cloud to Customer’s Non-Production Cloud Environment. Customer may request and SAP
may agree to provide the Development Support Services on Cloud to Customer’s Production Cloud
Environment.
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Development Support Services on Cloud are provided only during the Local Office Time as stated in the
respective Order Form, and exclusively to the Customer Communication Point.
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Scope of the Development Support Services on Cloud

EmBR S SR IR E

SAP offers the following Development Support Services on Cloud for the Features delivered under the
respective Development Services on Cloud:
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Message Handling (“Message Handling”)
SRR (T EEERE ) )

When Customer reports malfunctions, SAP supports Customer by providing information on how to remedy,
avoid or bypass such malfunctions. The main channel for such support will be the support infrastructure
provided by SAP. Customer may send a support message at any time. Persons involved in the support
message solving process can access the status of the support message at any time.
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SAP will provide:
SAP JEFZ{E -

1. Support Message Handling for problems related to the Features.
ST ThREHBERTRE SRS IR S -
2. Coding corrections or patches (such as an altered program not reproducing the referenced malfunction),

workaround solutions, or action plans.
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Conflict Resolution Service for Updates to SAP Base Cloud Services
SAP L E ik 755 ¥ < 2SR 5

In the event that the root cause of the malfunctions of the Features is related to updates to SAP Base Cloud
Services, SAP will further investigate possible compatibility conflicts between the Features and subsequent
updates of the SAP Base Cloud Services, and provide options and/or resolutions on how to rectify or avoid any
compatibility conflicts.
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Conflict Resolution Service for Updates to non-SAP Base Cloud Services
FF SAP ELBE =% 5EHT < Ze i s

1. In the event that the root cause of the malfunctions of the Features is related to updates to non-SAP
Base Cloud Services, SAP will further investigate possible compatibility conflicts between the Features
and subsequent updates of the non-SAP Base Cloud Services. If technically feasible, SAP will provide an
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estimate of the effort required to provide options and/or resolutions on how to rectify or avoid any
compatibility conflicts.
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In the event that: (i) the effort can be covered with the remaining number of Feature Improvement days in
the current calendar year, and (ii) Customer agrees to use the remaining Feature Improvement days,
SAP will provide options and or resolutions on how to rectify or avoid compatibility conflicts.
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In the event that: (i) the effort exceeds the remaining number of days for Feature Improvements in the
current calendar year, and (ii) Customer requests SAP to provide any support for the Features in case of
updates to non-SAP Base Cloud Services, and (iii) SAP agrees to provide such services, Customer and
SAP shall execute an additional agreement.
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3.2.4 Conflict Resolution Service for Updates to SAP Commerce Cloud
SAP Commerce Cloud & #~ E2ef@ iR %

1.

To allow ongoing compatibility of the Features with SAP Commerce Cloud, Customer may request SAP
to: (i) investigate possible conflicts between the Features and subsequent updates of SAP Commerce
Cloud, and (i) to provide options and / or resolutions on how to rectify or avoid compatibility conflicts.
HEHTIRESL SAP Commerce Cloud FEFRFEAEZ - & FEOK SAP ¢ (i) $H¥TJRELL . SAP Commerce
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To request such conflict resolution service, Customer shall inform SAP in writing eight (8) weeks in
advance.
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Customer shall provide an English-speaking project manager to act as Customer’s point of contact for
SAP.
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In advance of the conflict resolution service, Customer shall ensure that the respective update of SAP
Commerce Cloud is applied on the Non-Production Cloud Environment on which the conflict resolution
service is to be performed.
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For the avoidance of doubt, it is Customer’s responsibility to properly update the SAP Commerce Cloud.
RylrbEss - AR LR SAP Commerce Cloud H#E17 78 & 537 -

3.2.5 Features Improvement (“Features Improvement”)
ThREE (T8 " ThReleE | )

1.

Features Improvement is designed to help Customer receiving Development Support Services on Cloud
to address improvements to the Features delivered by SAP in the respective Development Services on
Cloud. Customer has to submit a requirements document to SAP clearly outlining the requirement for a
Features Improvement. Upon receipt of the request, SAP will begin to analyze the requirement and will
within a reasonable period of time inform Customer if the Features Improvement can be executed taking
into consideration the restrictions outlined below. In case the Features Improvement can be executed,
SAP will provide a solution proposal including an effort estimate (hereinafter referred to as “Realization
Proposal”) to adapt the Features. Customer shall inform SAP in writing within ten (10) working days about
acceptance or rejection of the Realization Proposal. Upon Customer's acceptance of the Realization
Proposal, SAP will realize the Features Improvement. After completion, SAP will inform Customer about
its readiness and the total effort spent which will be deducted from the contingent as specified below for
Features Improvement. A Features Improvement is deemed accepted upon its delivery.
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Customer is entitled to order a maximum number of days for Features Improvement(s) per calendar year

as specified in the respective Order Form. The maximum number of days is equivalent to 10 % of the

annual fee of the Development Support Services on Cloud, and may in no case exceed two hundred and

fifty (250) days. The total number of days needs to be used in any current calendar year and cannot be

carried forward or backwards into the different calendar years, between different Order Forms for

Development Support Services on Cloud, or beyond the expiration of the Term (including any Renewal

Terms) of Development Support Services on Cloud. Unused days do not lead to any claims, particularly

no reimbursement claims, on the side of the Customer. For the avoidance of doubt, if Development

Support Services on Cloud begin during a calendar year, the amount of days for Features Improvement
will be calculated on a pro-rata basis for the given calendar year in effect.
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SAP shall agree with the Customer the timeframe for analyzing a request and presenting a Realization
Proposal prior to commencing any activities. The Realization Proposal will include an indicative timeline
for delivery of the Features Improvement which will take resource availability and existing delivery
commitments into account. Once the Customer has accepted the Realization Proposal, SAP will start
activities and realize the Features Improvement in a timely manner.
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Customer understands the following restrictions and accepts that SAP may reject a request submitted by
Customer if:
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(i) the request is not related to the delivered Features; or
Zan KBS 2 DHRE R 5 B4

(i) it cannot be realized due to technical or other limitations or constraints; or
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(iii) it exceeds the remaining number of days for Features Improvement in the current calendar year; or
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(iv) it exceeds the reasonable delivery capacity of SAP’s intemal support team for the remaining period of
time in the current calendar year.
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For the avoidance of doubt, for any request submitted by Customer that goes beyond the scope of
Features Improvement as defined herein, SAP and Customer may negotiate a separate agreement.
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3.2.6 Development Support Services on Cloud Delivery Management
il 5 SRR S E

SAP will nominate a Development Support Services on Cloud Delivery Manager (“Delivery Manager”). The
Delivery Manager will perform the following tasks:
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1.

Serve as a single point of contact for Customer related to Development Support Services on Cloud and
plan Development Support Services on Cloud activities.

PRI SRR AR E E - AR RE POE RSSO WS EmbE % Rk S -
Set up and manage the Customer's message component and associated message queue(s).
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3.3

4.1

4.2

3. Manage SAP’s internal support team assigned to provide Development Support Services on Cloud under
the Order Form.
BRI AT RS T BRI (L EnbH 58 SRR % . SAP (NE[ A EIFX -

4. Provide periodic status on topics related to Development Support Services on Cloud (e.g. report on
Customer's support messages; provide status on Development Support Services on Cloud).

TE R R b 3% S PR g AHRE EREZGIRRE (B0 - s PEYSRENE © fR I ImbH 3% S iR g HRRE)

5. Discuss the impact of future implementation strategy of the Customer's roadmap on the Features
developed under the respective Development Services on Cloud.
SRR A =G 25 AR S P 48 2 Thit - STamHRA % P B EIRR E it SRS s 2 -

6. Discuss with Customer how to address messages that cannot be categorized as a defect with respect to
the Features developed under the respective Development Services on Cloud.
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Global Support Backbone
IR BREBEE

The Global Support Backbone is SAP's knowledge database and SAP’s extranet for knowledge transfer on
which SAP makes available content and services to customers and partners of SAP only. The Global Support
Backbone also includes the SAP Support Portal at https://support.sap.com.

PERZAR RS Ky SAP HYAIEKIE - H By SAP G AIERITIMNTAERE - it SAP HE FIGIER R NAR
M5 - BRI & SAP S8 AI480k © https://support.sap.com -

PRECONDITIONS
FEReRIE

It is a prerequisite for the provision of the Development Support Services on Cloud that Base Support Services
are in force for the Base Cloud Services.
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In order to receive the Development Support Services on Cloud as described herein, Customer shall fulfill the
following requirements:
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1. Continue to pay all fees in accordance with the respective Development Support Services on Cloud.
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2. Otherwise fulfill its obligations hereunder as well as those contained for Development Support Services on
Cloud in the respective Order Form, and those of the Base Support Services.
EARFFERIFREEN - AVRIRITASORE 2 #6555 » DLURAE T i B b =i 8 SR AR s B A S R AR s Pl 2

3. Ensure Customer has all necessary license rights, including third party license rights, required to allow
SAP to perform the Development Support Services on Cloud.
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4. Ensure the availability of the Base Cloud Services, and any additional services/tools required to provide the
Development Support Services on Cloud to the Features.
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5. Manage the Customer’s third party service providers.
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6. Provide and maintain remote access via a technical standard procedure as defined by SAP and grant SAP
all necessary authorizations, in particular for problem analysis as part of message handling. Customer shall
grant such remote access without restriction regarding the nationality of the SAP employee(s) who process
support messages or the country in which they are located. Customer acknowledges that failure to grant
full access may lead to delays in message handling and the provision of corrections or may render SAP
unable to provide help in an efficient manner.
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10.

11.

12.

13.
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All support messages shall be transmitted to SAP, via the then current SAP support infrastructure made
available to Customer by SAP from time to time, using the message-component as defined by SAP for the
applicable Features. Customer will be notified of the message-component in writing upon acceptance of
the Features. Customer’s failure to assign a support message concerning the Features to the correct
message-component may delay SAP’s response to the support message.
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Support messages must be in English.
B I SOUEIE g

In the support message, Customer shall describe how the defect manifests and, in some cases, Customer
may have to demonstrate the defect. Customer shall help SAP analyze the defect and shall support SAP in
providing the Development Support Services on Cloud. For these tasks, Customer shall deploy Customer’s
own employees if necessary.
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Provide a dedicated Customer contact for SAP for clarifications regarding any relevant third party software
and systems and non-SAP Cloud Services.
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Customer shall make available to SAP all documents concerning any alterations and enhancements made
by or for the Customer in the Development Environment and Runtime Cloud Environment that may help in
the analysis of the defect. Customer shall also keep suitable and up-to-date records of those alterations
and enhancements and give SAP access to them when necessary.
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Development Support Services on Cloud will not be provided for modifications and enhancements made by
Customer. SAP will not provide Development Support Services on Cloud for Features impacted by such
modifications.
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Customer undertakes to inform SAP, without undue delay, of any changes to Customer's Development
Environment and Runtime Cloud Environment or Runtime Cloud Environment as the case may be, and all
other information relevant to the use of the Features.
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51

5.2

53

54

TERM AND TERMINATION
SHPRAISEIE

Development Support Services on Cloud begin with last acceptance of the Features delivered under the
respective Development Services on Cloud and will be provided until the end of the following calendar year
(“Initial Term”). After the Initial Term, Development Support Services on Cloud shall renew at the beginning of
each calendar year for the subsequent one-year period (each a “Renewal Term”).
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Development Support Services on Cloud always extend to the full scope of the Features as delivered by SAP
under the respective Development Services on Cloud; Customer must always have the respective Development
Services on Cloud fully covered by the Development Support Services on Cloud (especially all Features, all
partial deliveries) or must terminate Development Support Services on Cloud completely. Partial termination is
not permitted.
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Development Support Services on Cloud may be terminated by either party with three (3) months’ written notice
prior to the end of the Initial Term and of each Renewal Term. Notwithstanding the foregoing, SAP may
especially terminate the Development Support Services on Cloud after one (1) month’s written notice to
Customer of Customer’s failure to pay Development Support Services on Cloud fees due under the respective
Order Form.
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In case of termination of Development Support Services on Cloud and in case Customer provides only the
Runtime Cloud Environment, upon the effective date of this termination, Customer can request SAP to make
the latest version of Source Code available.
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