SAP MaxAttention for on-premises solutions Service Description (“MSD”)
SAP MaxAttention for on-premises solutions A{H|A HH(“MSD")

SAP MaxAttention for on-premises solutions may provide professional expertise onsite and/or remotely to assist
Customer in MaxAttention engagement planning, governance, analysis and identification of potential business
improvement, road mapping and advisory on innovative technologies and solution architecture 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 and innovation 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] E2
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.

2.1.1.
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“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 for SAP Software.
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“Top-Issue” 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 ™ ShA A|AEIQ Go-Live Off Xt ES WAL
b) have a significant business impact on a Production System.
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SAP MAXATTENTION SERVICES
SAP MAXATTENTION A{H|A.

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

SAP delivers SAP Embedded Services as an onsite team consisting of the SAP support resources
(“Embedded Resources”) identified in an SAP MaxAttention 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 MaxAttention Services Term all as specified in the SAP
MaxAttention 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.

SAP £ Ofgff 7|& &l S st LFA 0| CHSH MaxAttention for on-premises solutions AJH|A 2|
A0 HAIE SAP X| & ol (mtA Qo2 L& HE S &9l SAP Embedded MH|AE HESE L L
SiE mH Q2 HFEAMO| Cist MaxAttention for on-premises solutions AJH|A RHQ[ 20 HA|=

=
MaxAttention MH|A A[F 7|12t & A& oA QEE=2 2t 7|2(7|2t) & HE €420 ¢ 27 AT

SAP Service Description for SAP MaxAttention for on-premises solutions (DUAL) koKR v.3-2026 2



2.1.21.
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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 Lead Technical Quality Manager (“LTQM?”) activities:
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a)

f)

Understand Customer’'s SAP Software solution, business processes, and strategic direction
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Provide strategic advice, guidance, and assistance in the following areas:
ChZ ZOFOIAM TEf =1, QLY X|¥S MSeLICh.
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
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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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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 MaxAttention Services engagement plans
Az BolEl CHE 0| £3HEl MaxAttention AMH|A AR A =S 7iEsta |X[gL|Ct.

Facilitate the performance of the MaxAttention Services engagement plan including the coordination of
individual service deliveries and SAP resource staffing
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Assist Customer in defining monitoring requirements and strategy for key operations processes running
on SAP Software
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Assist Customer in coordinating, tracking, and reporting SAP technical risk mitigation and Top-Issues at
Customer’s executive level
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2.1.2.2. SAP Technical Quality Manager (“TQM”) activities:

SAP 7|& B HE[X(TQM") &7 E3:

a) Provide advice, guidance, and assistance with agreed to focus areas:
olEl ohZ SH Z0F0M =, U, X3S MSeL

=

. 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 274, 1128 Support Z2M|A, SAP Support E(0: SAP Note Assistant, SAP Notes
Search, SAP Solution Manager Enterprise Edition) A&
. Integrated end-to-end application lifecycle management
=g AEFAE ofZ2|AH 0|8 = F7| 22
o Integration validation of complex Customer solutions
ST 1M ERH0| S8 HS
. Operate the SAP solution more efficiently
SAP £R Mol 2t 28X 28§
o Accelerated innovation for custom built solutions and rapid prototyping
gfz HZF 2N 9 ASS T2 EEHY HEHES QT HAl k5t
o Solution availability management, monitoring, and performance
SR8 e e, ZLHHE R ds
o Risk mitigation plan(s) for critical maintenance issues
T2 FAI 2 ARQHO| Tioh 9/ st A=
o Incident reduction and/or avoidance
AL Za S/EE 2|
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
Mol Z2HME | AHAOM F7|1HQl HEf W Y EnE HIgLCh
d) Manage quality gates for selected focus area projects
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2.1.2.3. SAP Enterprise Architect (“EA”) activities:
SAP QIE{ZE2[0|= O}7|HE("EA") YT &S:

a) Understand Customer's SAP Software solution, business processes and strategic direction to assist
Customer in developing a to-be architecture design
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2.2.

2.21.
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b) Align the Customer’s architectural strategy and roadmaps with the SAP solutions and platforms strategy
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c) Provides advice, guidance, and assistance in the following areas
ChS ZOOM =2, 2Ly, X[ &2 NS Lt
. Architecture for key programs
Sy Z2OWE OF7|H N
) Documentation of system landscape including solution, application, data, and integration architecture
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. Customer’s establishment of an architecture governance board
DZHo| OFF|El K HHHA Q93| M2l

d) Support LTQM to facilitate, where appropriate, the performance of SAP Expert Services including the
coordination of individual service deliveries and SAP resource staffing

sHEste 2, e MH|A MO Ot =810 SAP 213 HIX|E ZTtot SAP Expert MH|A =S
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e) Assist Customer in coordinating, tracking, and reporting SAP architecture roadblocks, pain points and
mitigation
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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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SAP Expert Services
SAP Expert A{H|A

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 MaxAttention
Services engagement plan, for the quota of SAP Expert Services days per Period during the MaxAttention
Services Term specified in the SAP MaxAttention for on-premises solutions Scope Document to an Order
Form (“Expert Services Quota”).

SAP = HFAMO| Cist SAP MaxAttention for on-premises solutions AJH|A HE| FEA0 HAE
MaxAttention AMH| 2 7|2t & “7|740f| CHS SAP M E7F MH|A FEH L0 HA& 22 A|ZH SHEAIXLEO|
APEO| B2 ME BHo|stX| &= ) BHol=l MaxAttention A{H|A 2 HZI0| A SAP QF 1Z40| st Hiof

et ("SAP Expert MH|2")E K|S = ASLICHCHEZF MH| 2 FE").
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2.2.2.

2.2.3.

2.24.

Within the Expert Services Quota, Customer will be entitled to choose any standard SAP Expert Service from
SAP’s then current portfolio of SAP Expert Services. A listing of SAP’s current SAP Expert Services for on-
premises solutions is available at http://www.sap.com/maxattention-service-list.

27t MH| 2 FHE W{oilA, 2242 SAP 2| FA| 23 SAP Expert MH|A ZEZ2[ Q0 EF SAP Expert
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To schedule SAP Expert Services, Customer shall contact the LTQM 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:

DM Z2ME ElS Mol 3 ot SHEXtTt T SAP Expert AH|A HlE 7|2 SO ¢lE JHsstEE
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£ EEe MEI HojsoF BLICE SAP Expert MH|A H& &, A2 #2|Xte
a) agree upon a more formal agenda for the SAP Expert Service;

SAP Expert A{H| A0 2t5F ECF A F QI ok 0| 2Felst
b) the required involvement of Customer’s project team members; and

M Z2HE R FH0 M0 Chsh gelst
c) identify any prerequisite SAP Software for the performance of the SAP Expert Service.

SAP Expert AH|A S @[t SAP 2T EQOf M =AS =HQlghL(Ct.
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2.3.

2.3.1.

2.3.2.

2.3.3.

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 for SAP Software; 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 for SAP Software.

SAP Expertise on Demand(“EoD” £ “EoD AH|A") &= TH7| Bl F7|(X|CH 10 EoD 24) Y F0j| CHe D29
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SHSHAHL S4EO|X| 2 AHES THY 22 SLICH EoD MH|A0|= & SAP AZEQ|0f 20| A A ofo

Support BMAMZt MEE|= 02 2HFO| Tt CHS

rlo
H
oot
anl
Ral
&2
>
-
fiml

EoD Services will be provided during Normal Business Hours for the quota of EoD days per Period during the
MaxAttention Services Term specified in an SAP MaxAttention for on-premises solutions Scope Document to
an Order Form (“EoD Quota”).

rn

EoD AH|AE ZFEAMO| Cist SAP MaxAttention for on-premises solutions AJH|A B[ EA0| HA|
MaxAttention AMH|A A SF 7|2t & "7[Zk0f Cist EoD #HE L~("EoD HE|M2| & =& A2t &
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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 MH|AE #7] 2ldf, 21242 1740 SAP O| X|¥S R¥St= EoD YF(“EoD YE"et X3 EE
YAl X[ A& SAP X[ 1ZEtE S SO{= MESLICh 228 SAP 7t 1740] koD Y7 REE
=40k SfLCE siE 20| M 2.3 &0f HE A EoD HFEE FISHK| YALL 8iE EoD YE7t 7|&H
L= 8H O|lR=E doE + Qle 49 SAP = 40| MES EoD PFE HEY = UASLICL SAP 7} 8l
EoD HFE Y & U= E2 SAP = EoD 7 225 flot = 7=2 14007 MEeL/ch 220
T8 A=E #E5tL SAP 7L HYS AHSIER OHV[E Hots B, SAP= 3T EoD 7 22 oY
A ZHAIZE EE9l, 5 &l EoD Y7 E 2t23t7| ?leh X2 AlZE 4 AIZE H8)2 MSELICH 1240| oy AlZts
TE5IH SAP = o g =& A =0 2t EoD £ 2= et HYS AERHCL +2E EoD Y7
T 22 A AlZH2 EoD HEHOM SHELICH EoD MH|AE &7 ® 22 20| SHE SAP Expert
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2.3.4.

24.

2.41.

2.4.2.

2.4.3.

2.5.

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.

SAP = 10| HE¢ EoD YT 2ES O[] 25 YNz BT =835 7|S0{0F LTt 2Lt
SAP £ 70| HETt 2E EoD ¥F 2FS olde £ U7 L ojdY AHYS HYOHA| H2H, SAP =
322t EoD Y7 RS Ol 5 AL OISR @2 82 ofbet MY: X|X| FELCL SAP = EoD
UF 2F 2 o[AdY = oS B2 240AH 0|F SXISLIC SAP 7t EoD T 0 CHot 22 AlZf6ta 0|2
e EoD YFE 2t 4= GICHL = 2551X| @7|2 Z278e E9, SAP = J2{8 =X|9f O[R0f Cigt
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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
MaxAttention Services Term specified in the SAP MaxAttention for on-premises solutions Scope Document
to an Order Form (“On-Call Duty Quota”).

SAP On-Call Duty MH|A&= Q30| QU= 4 09| iyl HIELA Z2MAE X|RI5H7| {Is SAP x|/
ZE U A=t FEXO| CHSE AF M FHobS D HMO|A M-S 0]2{% SAP On-Call Duty &2
2= A0 CHSE SAP MaxAttention for on-premises solutions AfH|A H2| A0 HA|Zl MaxAttention
MH|A AHleF 7|78 & "7|2t"0f| CHSF SAP On-call Duty AH|A MM #E{("On-Call Duty #E{")0] CHsl 0|8
7tsgL et

An SAP On-Call-Duty Services session is:

SAP On-Call-Duty AH|A MM ChS A|ZHOf| S EhetL(Ch.

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

rir

Dol HX| A2 7|F oY~ Y 08:00~20:00(E2 ) &
b) Monday to Sunday starting 20:00 and ending 08:00 the following day in Customer’s local time zone.
Dol HiX| A2t 7|& 2 YU~La Y 20:00~08:00(CHS )

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

SAP On-Call Duty AMH|2& Qg =25t7] @/of, 142 LTQM E& X8 oA oA MH2 =2 2 Hsfof
SHLICE SAP On-Call Duty AH|A 22 53 HMof| AFE SX|sfjof gL ct.
SAP Service Level Agreement

SAP MHE|A& =& A<
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2.51.

2.5.2.

2.5.21.

SAP Service Level Agreement is available as a component of an SAP MaxAttention 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 AH|A =& H9F2 SAP Product Support for Large Enterprises("PSLE”) Support A0 S& FOl
0] oH5t0f SAP MaxAttention AH|A AHofo| ZHEHEZ 0|8 7S LI SAP 2t SAP Enterprise
Support Al2fS M Aot D2 SiT =40 Wt SLA E MSESLICH

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 MaxAttention 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.

Ch=2| MH|A =& A 2(“SLA” EE= “SLAs") 1’82 ZF A0 LBt SAP MaxAttention for on-premises
solutions MH[A HQ| ZMO| FAE 2 FX| AL IDCSID”) X A[AH B oo CHsH SAP 7t
MER 1 Es 2 2 AeE QIFst 2 2ZAM0| FAE MY xHE FFSE ZE 14 ENEO
HEEHLLCH Y SLA= EFM HZE 2 AR E= A #HW 27((QE 7|&)00 7

SLA for Initial Response Times:

x7| & AlZt 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.

=9 1 SHE(IR =27 =% 1 2HEL 82 SAP = Y &R 1 2HE =M =
1 AlZh O|L{ofl SESHOF S LICHAT R R (24x7) MA). siY =X 7t &HQl H[ =LA EHMMH0| Of2
MZith g3te OXo AISE 2H O WY 4Rt +UY £ glE FL Mz 1 EHECR
XEELC Ol getd oz [HM ALE 7t S, Y SAP 7|5 LAE = Top Issue 522 Q5|

—
LYotH Zt Jd&of chs A S Arg & Gl LT

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.

FUER 2 EME(ES"): U= 2 2ME2| B2 SAP = SAP o ¥R 25 AIZE S0 diE M=
22X 4 = 4 A2 O[LHOf| SESHOF BHLICH &Ml HI =LA EMMM0| HZsHA Feks 21
20 PRE +dY 5 Sl B2 RUeRI 2 ZHELE XNFELLL Ol 31T EMMYE L= XY S
Td5t= O 223 7[50| 8L 2 27t 220 2YTLICL

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.
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2522

2.5.23.

2524

2.5.25.

4= XEo e XMEt LE=2 sap 1 XA YAIO|EQl  SAP LE
| O E{ Hi| O] A (http://support.sap.com/notes O J|X[)O|A] O] 7+S%t SAP Note 67739 & EXRSHMA| L.

SLA for Corrective Action Response Time for Priority 1 Incidents
Sz 1 EMEL AIE =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.

=l 1 ZHES| sAS IS SAP 7t S

o
°
B, KA EE S et AIY EA"

rx
H>
do
Ho
>
oA
mjo
2]
>
ot
{0

SAP = 1Z49|
O|LHOl(H B R Z(24x7) KA &

If an action plan is submitted to Customer as a Corrective Action, such action plan will include
AE =X 2 2400 HEE= g Let2 S8 ZeeL ot

a) status of the resolution process;
2H o2 == M A AEj
b) planned next steps, including identifying responsible SAP resources;
ok Ch2 B Al
c) required Customer actions to support the resolution process;
=X 8 Z2 M X AS fIsH 140| SsoF & =X

SAP EHEAt &ols HR

d) to the extent possible, planned dates for SAP’s actions; and
SAP o ZX|0f| CHs A= & = 7|3t

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 | CtZ HEf YHHO|E IM Sl A2t Ol HEf HHO|EN = MK +=HE Z=X[0f CHe QOf

231 A=l E ohg B, ChS JEf |H0IE ER B AIZHO] ZE L|C.

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 =X et SLA &
Zt2|d Ut M2l AlzZtol=

EE L 071

= =MEOl SAP Ol M2|Zl= AlZHY M2| AZHCHE] AZkm el £

=AHFo

"_Tl_j—}" Ex

" EEE "SAP K2t £R M SEHO A A2 ZEEX

the status “Customer Action” means the incident was handed over to Customer; and

DA HEEASE 205t

L

"7 FX|" NEj= 2HFHO|
b) the status “SAP Proposed Solution” means SAP has provided a Corrective Action as outlined herein.

“SAP M|t £2M" HE= SAP 7t & ZM0| FEE AE =X E M3¥SS 20T
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.
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2.5.3.

2.5.3.1.

2532

2.54.

Al ZX| SLA = 4 A[Zte] K 2| A2k 2tof| SAP 7t S ZH("SAP M| 2F &R " JEl), A M = TS HetsS
L

o
Mottt o] ZHHO @M=l +ES sl ZHYI|Z Sol3 B2 S5 Ho = UFY
Prerequisites

MY =7

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

SLA= 2= ZHE sl 5 M =240| S5 F20 T §EFLIC

- T1od"

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”;

Otzh M| 2.6 &of hE AFEAF Fo| R0 et 2= el 42| &
"Mt Sle A" HEHE 27T SAP AT EQ|0]Q] 22|AQL HEHO|
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 = EXHEE Melshs O 2t 2E AE AEE Zosh= SAP o Al EXE XMzl 219l
HX}SAP Note 16018 EE= O|E CHA|SI= &FE SAP Note O HA|Zho| w2t 1Z40| SAP Solution

Manager Enterprise Edition A|AES S8l 0|2 EX™S METLICH

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

ZHEO| HAAEY RAIES = AY FAILZS0| siTdh= SAP 2ZEQ0 NEF E2|Aet 2HEO|
U LILH.

For Priority 1 incidents, the following prerequisites must be fulfilled by Customer:

Ay

< MEel 4%, nd2 o3 4 =S SFHOF gLch

Ho

2l 1
a) theissue and its business impact are described in detail sufficient to allow SAP to assess the issue;
SAP 7t ZHIE EIt5t=8 EHet O B =LA Feko| RiM|5| HE|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

A2 2 MO WE Mo o220 WA M= 1 ZHHL HES XY /T SES KAS

— — -
AFED WFS U2 O ALO| 7Hs5T HEAIE SAP 2t AFER4x7) HAZ M2 = UAEE
Hi x| 2Ll e

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

AaEo 24 HZ2S /E5tn Zas 22 HIOIHE SAPO| HSot7| flet 0z A= HEAL

[l

i

gt
Exclusions

M 2 At
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2.5.5.

2.55.1.

2552

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

.u_

ChEah 22 72 242 1 EHE2 SLA 0|A M2l Lt

ro

a) incidents regarding a release, version and/or functionalities of 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 JHEt RAMKIE ALESI HGE AMEAL Fo| REE= Mok, 1AS o 5L NWE
LI EQO{(SAP EE= SAP A SAtof ofsh JHEl A Zehel FalL, MT J/EE 7|50 2ot 2HF

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

OIEYH OHER, Z%t = 8o YH2 FolE I7F T 2t ZME2, ol2(e =7t HT S SAP
L= SAP A SALOIAM X 2ot Bpet StEat: FUSHA B X E LT,

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.

ZHES 22 Q0| HS0| OfL2t 7|s FHOIAL(IE 27" EME0| HEE 280 £t

rr

o
=B

Service Level Credit
MH[A =F 2R

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 MaxAttention 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 7t Bt 27| Wf 2& SLA EA At 95%0 A HeH Tl AlZH LHO|l CHEE 82 =& = SLA O
et o F & ¥t Ao 2 ZtFEL|CH 11ZH0| MaxAttention AH| A A 9F 7|2t & oF 27| St 2/0f FAlE
SLAE 7|E22 207 OIZHEE SLA AN 2XMEE M= 8%, SAP 7L oY =7 3¢

2 = o} 27H OlAI-Ol
AlEl SLA 7|2ts Z=0HHK| bs B9 SAP 7F ZHof Cish ?|of FAIE SLA O E °[FE

—

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:

47| M 2,551 =01 W}, SLA 7| 2H0] SFE|X| 42 ZR(Z 2 “SLA 20[¥") CHZ 2| BALE HELICh
a) Customer shall inform SAP in writing of any alleged SLA Failure;
N2 SAP O 2= SLA 20| =2 MB SXISHOF SL|LCt.

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

A

SAP £ ST FEES ZAn 10| £X OIF L uErehs AR E 1A

1ok

bRl Hey

mlo
i

M E3HOF LTt

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;
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2.6.

2.6.1.

2.6.2.

D742 SAP O SLA O 532 Wollst= ZHMLE ZEMAE AI'57| o =2H0j| CHsi SAP of HZE 3t
XS MSshoF gL ct.

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 MaxAttention Service Fee invoice equal to 0.25% of Customer’s
MaxAttention 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 MaxAttention Service Fee for
such Calendar Quarter;

X 25530 el EAME 7|HISZ SIA E0]

0

Ol Y== AR SAP= EIE|TD ASE SLA 20[d

Zp2toi| CHo s =710f CHall 1240] X5t MaxAttention AMH|A Q52| 0.25%0] i Edt= AH[2
F& AR ("SLC")E 242 ChZ MaxAttention AMB|A 25 HFAMO| HEeLCh &, 2718 Z|C)
SLC &= 3llY 710l CHs{l 1240] X| =%t MaxAttention MH|2 32| 5%E EX| Q40FOf LT}

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;

IZH2 SIA S0|HO| 2Hlst 27|71 ELis S22 E 1 70 OJLHo]| SAP 0l SLC of L8l S =8 OF BfL|Ct.

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 CHsl &3 247t U
HMEL|X| ¥ELICH

=
=3

mjo

MEoz M2 FL7t OtL[EtH O SIC =

rir

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.

2 A 2552 50| HAIZO U SLC = SLA 20| ¥O| EE= AKX SLA S0|8H0f| it 1 ZHo| RSt
HHEFR] O LA % @I L|Ct,

SAP Root Cause Analysis for Custom Code

M
&

SAP AFSX} Bo| AE 2& gol &
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 MaxAttention for on-premises solutions Scope Document to an

Order Form that are submitted by Customer in accordance with Section 2.5.3 above.

SAP /i HAMKIE 0|83 Z-JE 0 ALEAL Fo| ZEQ| HR, SAP = 7] M 253 20f a2} 1240]
M=ot L3 M0j| CHEt SAP MaxAttention for on-premises solutions AJH|A B2 20| EAHE 17 HX|,
o pHEste LMl 1 X 2 2HFH HE s M 252 20| ASE SLA of w2t

Sy AR K@ 22 Y 242 M35HH 2HE side 2T XEE M3 = USLHCH

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 R 253 S0 HA|E SLA O MK R QO T, SAP AFR A} Kol AC TR 0| BM MH|AZ HopD
Mol AREAE Ho| FET SAP o YAl BFERIMT WEE http://support.sap.com/supportstandards
E)0j| 2t 2 A 3|0 Qojof BHL|Ct.
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2.6.3.

2.6.4.

2.7.

2.71.

2.7.2.

2.7.21.

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.

o] AR HO| AE BN WES Q0| e 2L ULIS TR0 W, SAP & 1| AHER YO
Toot RS RMAS| 1 2RO T 2ol FAIE AF EX|0| Cf2 SLA S Ol Ho2 AFHLCH

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.

ojo

Dol AFBA MO AE FMR £ TE BAGO| SAP ALBAF Ho| AE D& 9l 24 nHo| g}
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SAP Premium Service Level Agreement
SAP Premium AMH|A =& H9f

SAP Premium Service Level Agreement (“PSLA” or “PLSA’s”) is available as a component of an SAP
MaxAttention Services engagement to customers who are subscribing to SAP’s Enterprise Support Schedule
to a License Agreement or as a component of a MaxAttention 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 MaxAttention Services engagement.

SAP Premium AMH|A =& 7 9f(“PSLA” EE£ “PLSA's")2 20|l A|[FOf CHTh B MaxAttention AH| A
Aete| o HEEHEZ MOl SAP Enterprise Support BMAMO| S5 S 1240] o510 SAP MaxAttention
MH| 2~ Aofo] HEHE R 0|8 7hs LTt PSLA = 2H0]4ll & 7| 2F0f| T3t &= MaxAttention A{H| A A 9f2
o AZHAEZ M2 Enterprise Support MO W2t ®MS &= MH|A +=F A 2f0] F7tel= AYLIT

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 MaxAttention 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.

CHS 9| PSLA 82 L A0 CHSE SAP MaxAttention for on-premises solutions AJH|A #H 2| 2 A0 HA|=
07 =X[, SID A& Hz =0 CHol SAP 7F M=%l 2, 3 EE= 4(SAP Note 67739 Off F2|E)¢l

7H
Aoz 1gstn = EM0 BAE MY =US SFots ZE 24 EXMFM HEEHLULL 3E PSLAE =

PSLA for Initial Response Times:
27| tE AlZt PSLA:

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.

SMe9 2 BHE(ES"

~N
N

) fM=% 2 2HHe 4% SAP = 3T Rl 2 2HE M F 24
AEZFF(4x7) HA). &AL H=L A E

rr oy

SAP Service Description for SAP MaxAttention for on-premises solutions (DUAL) koKR v.3-2026 14



2722

2.7.23.

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.

SM29 3 BHNE(EL): RM29 3 BAHO Z2 sAP £ #X| 28 AIZH B0 Y 2429 3
SR A1 3 4 A2 OLjol SESHOF BLITE YAl B XL EAYMO) Y2 F B2, 2R
o P EAMMS SUSHS O TR 7|50| LY LL

M2l 302 XYL 0|23 2 E Y

A =27ttt B0 dgtLc)

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.
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PSLA for Corrective Action Response Time for Priority 2 Incidents
el 2 SHEL AP =X TS AlZHOf Cieh 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| @Mz 2 MO HZ S o SAP 7t ST 2M &2 2 EMTE Fst & WX 22 A2t
T3 TFY O[LHOf S{ZM, XM = TS YA =X[")S MSIHOF FLICH" M=l 2 A =X

-

LSk PSLA™).
If an action plan is submitted as a Corrective Action, such action plan will include:

Mg =X 2 HEE = U8 gA2 HEs 2

oot

gt
-
nl

a) status of the resolution process;
=X B2 Z2 M HE]
b) planned next steps, including identifying responsible SAP resources;
SAP EHEAt =l H[ Rt ChE T A=
c) required Customer actions to support the resolution process;
=M SHZE Z2MA K|S R3] 2240] Asof & K|
d) to the extent possible, planned dates for SAP’s actions; and
SAP o| Z=X|0f| CHs A=l & = 7|5t

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 2| Ct2 HEfl YHOIE IR X A[Zh O] HE| YHOIEM= AMIMK| =HE =X|0f Chet 29

231 A= E o2 A, ChE JEf YH0IE ER B AIZHO] E LICY.
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2.7.24.

2.7.25.

2.7.3.

2.7.31.

2.7.3.2.

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:

Sz 2 2MES A =X SH AlZHO| CHst PSLA = ZHEO| SAP oM HME|xl= AlZHel HMz|
AZEeHE] Aol £8 B2 k2L M2| AlZtols 2/ F0| "1 Z=X|" = "SAP K 2F £ R4

HEO A= AlZt2 ZREX| @EELICH o7

a) the status “Customer Action” means the incident was handed over to Customer; and
"0 ZX|" JEl= 2HTFO| LA AH HHEASS 20|52,

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 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.

M2l 2 2RO AIH X0 e PSLA £ Sl 2 2RO Cfek 3 20| K| AIZF 2tof sAP 7}
SHZM, XA T )G HOHS ROHSIALE DZ0| BRI QMAS| £ Ot T2 SOl B
558 Aoz AFILUL

The PSLAs will only apply when the following prerequisites are met for incidents:

PSLA = EX O thiol thg dd =20| =& d0T HEELCH

- 10

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”;

7| M 26 20| WE AHEAF F2 ZEO Cet 22 22 24 HMelota, EXHO0| SAP oA

=
=
"Mt o= EA" JElE 2R SAP AZEQ0{2] 2|22 2EO| AELIC

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

SAPZt 21 E ZHEE Mot O 2R 23 MF M S Z5t= SAP 2| FA| 2XF X2l =210

i

ZEXHSAP Note 16018 = O|F CHX|S= &% SAP Note O FAIE)0]| 2t 1240| SAP Solution
Manager Enterprise Edition 2 &3 02 EXT S MEgL ct.

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

= MHO| HAAEZD RAE e AE FA R0 5iFS= SAP 2ZEQI0 HEF E2|A9 70|
UG LILE
For Priority 2 incidents, the following additional prerequisites must be fulfilled by Customer:

M=l 2 ZHES B2, A2 LSO FH Y =US SFHOF Lt
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2.7.4.

2.7.5.

2.751.

a) theissue and its business impact are described in detail sufficient to allow SAP to assess the issue;
SAP 7} Z2HIE BIIStEE EH2t O H|=L A F0| RiM5| 2F o 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
M2 2 ZAM0| ME Do o[ R0 XA 2ME=2 2 EX TSl SHES XYY flt ZES X AS

—

= =
AFN Usg W2 FOf ALO| 7tsTt HEAE SAP & AR F(24x7) HAZ efMase 5= UAEE

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

A2 fA AZS JHstn 2Rt 22 H0|EE SAP of XS3H7| gt BEXE X[dgL k.
Exclusions.
X LAt

The following types of incidents are excluded from the PSLAs:

aril

Chsat 2
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S EHTE2 PSLA Ol M| & LT,

a) 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 It AKX E ALESIO] R AFEAF g2l ZE= Melstl, 1S ldf SE3| 7 E SAP
SIZEQO{(SAP EE= SAP A SAt0f ofsf it E A Zehel 2[4, M J/EE 7|sof et 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;

DEL 2L, P8 £ 230 HEj2 FHE 27} B0 B3 2HYL, 0|24 F7t HHS AP
fE= SAP A EALOIA KIZfet BREt ofE2t: FHMSEA B A E L CF

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; and
ZHES 2 |0l %S| oLz 7|5 FEO|ALIE 28" HE0| HEE ¥ &£5t=
A9

d) all incidents regarding third-party products made available by SAP.
SAP 7} M &dt= M 3 Xt MZ 0| tiet 2& 2HE.

Service Level Credit
ME|& $& 35

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 MaxAttention 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.
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SAP 7} ot 27| Lf 2E PSLA A Atai| 2] 95%01 M Fsl Tl AlZF Lo CH8E &%, loll 7|=E 2 PSLA Of
ZHEEIL|CH D Z80] MaxAttention AH|A AH|QF 7|2F 5 3t 27|

2 E PSLA AN =MEE M=
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o
FE2, SAPZL3liE 27| S 27 0]&2
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ZHEAM A

2.7.5.2. 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:

7| ® 2751 =0 W2t PSLA 7|7H0| SFEIX| A2 Z2(ZZ “PSLA 20" Ct2 &1t HXE
Mgt

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;

A

SAP = olid FHE At 10| K|

rok

bR Yy

mjo

OIF L HHEIsHE AP HTA

i

M =3 OF SfLILt.

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;

D2 SAP O PSLA 0|3 532 Weliste ZHLE Z2MAE AFSH7| I3 = 2of CHsl SAP off X Hst
XS MSsof gfLct.

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 MaxAttention Service Fee invoice equal to 0.25% of
Customer’s MaxAttention 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 MaxAttention
Service Fee for such Calendar Quarter;

M 275=0f et EAME 7|Hte 2 pSIA E0/HO| USE ER, SAP = E k|0 ASE PSLA =20|&
Zb2tofl chslf s &710f thsll 1240] X|2%H MaxAttention AMH|A 25 9] 0.25%01 8 E k= Premium
MH|A =7 35 (“PSLC")S 1Z42| C}2 MaxAttention AH|A Q@ MO HEEL|Ct T 27|
Z|ch pSLC £ SliE 2710f CHsl 2 240| X|Z$t MaxAttention AMH|A 29| 5%E HX| 0t0F BtL|Ct.

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

UH2 PSLA SO0[HO| Zdet 27|17t L= E=2FH 170E O[LHOI| SAP Off PSLC Of CHsi S=3H0F
fLich

ot

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] Clsf S&3t 247t A

HE&X| L.

o=

N3

rir
mlo

MEoz MEEL2 A7t ofL|2tH OflH3t PSLC =

=KX
T o

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.
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2.8.

2.8.1.

2.8.2.

2.8.3.

2 M 275250 HAZ0 = PSLC = PSLA 20| =Ho| =& X PSLA 20|20 Ot 11249

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 = 40| 8§ SAP Support A0l Yo|El 24z 1 X U= 2 EME M2 E HHStE AS
X J5t7| 2o SGARS0] Moz HE ofo] 5tX| §he o SAP O X[ =% Wof 2o~ F
x~
[ =}

S
8Al 30 ZFH 2% 54| 30 WX[(AHX| AlZh 7|F) A = U= O FA X[F HIAH("SAP ZH|
6 C

2|
#a|x})E SHCH SAP ZHE ZEIAt X F2 EFM HZ = 65 O[Ljof O|FO{Mof SHL

—_

The SAP Incident Manager provides:

SAP ZHE ZtE|At= L 32 gL

a) incident activity and status monitoring for Priority 1 and Priority 2 incidents;
Sdze 1 8 249 2 ZHFHO Chet 2HE g5 W HEf ZLHE

b) trend reporting of Customer’s incident situation on all incident priorities of selected systems;
MEHEI A 2B B RMafe 2 HO thet 12 ZHF g2 s8¢ 21

¢) incident management process empowerment session(s); and
M o2 ZEMA 92 Lt MM

d) periodic remote meetings with Customer to review the status of Customer incidents.

02 SN M HES I8 nnte] HI|H 2 o)

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:

a) resolution or workaround of the Priority 1 incident;
Uz 1 ZHES K2 = M HS

b) reduction of the incident priority level to a priority level other than Priority 1; or
ZHE 49 50| =9 1022 ot =F

c) agreement of the parties to disengage the assigned SAP individual.
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2.8.4.

2.8.5.

2.8.6.

2.8.7.

3.1.

3.2.

X|gE SAP EEAtel X7 siHof thgt FAALS ZH o

= —

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

AIM AMH|AE HRIAER RX[E4 £

=M 4L

- T1od

I'|I'

A% SXIE40] siLSHs 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 MaxAttention for on-premises solutions Scope Document to an Order Form.

AIM MH|AE 2= M0)| CHSH SAP MaxAttention for on-premises solutions AH|A BQ| 2A0| HA|Z|Of
Qe S 07 MK, SID L A2 Hs xetg SsiMT MBS gL o

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).

I
rlo
B
fim}
w
o]
Rl
N
fo
sl

2E Yol A 912 e w("ﬂ’ AIM €3 SEXEE RIYE & o,
o 2 N MR HE(SS oY Fa o
AIM 212 SRR A2t BiEFX 2.2 RIBELIC

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 AHI 2 HIBS 98t 8| BAH2, D240| AM A2 SERIeL XIFE SAP SHE B2Xte 1319 A%
A7 47 50|8 302 SHHLICH

ENGAGEMENT MANAGEMENT

Ao

2

g|

Each party shall designate an Engagement Manager. SAP’s Engagement Manager will be the assigned
LTQM. 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. MaxAttention Services performed
by the assigned SAP resources will be coordinated with Customer’'s Engagement Manager.

2} YA AleF 22X XIFFSHoF L X E LTQM 2 SAP 2| A|of 2|Xp7t ELITh 2ol #|of

nkZ1e]
HE|Rp= O FAZL 7bSot, DA0|AH Eaot 2 S Wa|A L pteoh X[ glo] st 2FE REY
+ AE dots FOLSUCH s Ao BE|At= Mz 2 ED] gxot0] = A ofe| =S 22|8HoF LTt
K| GE SAP Q10| =HBt= MaxAttention AfH[A= 124 A of Ba|Xtete| =¥ HELICH

In addition, the parties shall conduct regular executive meetings during the term of MaxAttention 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 MaxAttention Services based on the
then current MaxAttention Services status. Each meeting will include a status report on progress in the key
focus areas, including, but not limited to, the following:

LS AMRIS 2 MaxAttention AH|A 7| 7H S0 F7| Moz BT 2|28
A

=
ol2fst 2B glel= B71T 13| 0|y SAAISO| &= gofet gmet
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a) An evaluation of progress under the MaxAttention Services program compared to the agreed to key focus
areas, KPI's and the MaxAttention Services engagement plan;
SHO|El SHAl =X 20f, KPI U MaxAttention AJH|A Y12 H 2l CHH| MaxAttention A{H|A T2 29|

AL
(=]

[
0%
g
okl

7t

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

S8 eHst ADA S Dol SAP AZEQ0] 224 H50] 4ALS T + AU 9

ot

Qs XS

mjo

=

te

c) Implementation of recommendations;
AR ol

d) Discussion of open issues and any change requests from either party; and
OjsiZ2 2 X LY FARS 25 HE QAo Oieh =2 &

e) Relevant details regarding project organization and planning.

Z2ME =X Sl A2l S SM WY

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.

slo| BIAE SAP Of Ao BaXb7h B 3 Mol Ao BEIRKUA HEotol Ol WLt N0l
A% BRAIRP Y BDME A 3 30 22Y OlLfo] THH HON WY 98 S Moz
E0M0| 0|22 HIISHA & AP, D0l T HNAES S HO2 ZFULICL ¥ PAKE Mol
MAol Yi%0| Yool BE BN WY 9HS D 5 L S AY AT HHUS o}

3.3. SAP Cloud Governance
SAP SEtRE A EHA

If Customer has subscribed to SAP Advanced Success Plan and/or SAP Max Success Plan, the Success
Expert(s) will be included into the MaxAttention Services engagement management governance [i.e.,
participate in Executive Meetings, coordinate activities with the designated Engagement Manager(s)]
described in this Section 3 during the term of the MaxAttention Services and for so long as Customer continues
to subscribe to SAP Advanced Success Plan and/or SAP Max Success Plan.

40| SAP Advanced Success Plan Sl/EE= SAP Max Success Plan Of SE3%t 42, 845 ™2717t
MaxAttention AMH|A 7|7 S0 12|11 1ZH0| SAP Advanced Success Plan 3/EE= SAP Max Success
Plan Of S&3t 7|7t 3¢t 2 XA 3 =0 HA|Zl MaxAttention A{H|A AHQF 22| HHEAN ZEELCHE,

BT IO YA, RIGE At Be|xtete] #F =],
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3.4.

5.1.

5.2.

5.3.

The cooperation of any Customer’s third-party consulting partner(s) (“Customer Partner”) is critical to the
success of the individual MaxAttention Service engagements. Customer shall ensure that such Customer
Partner will comply with Customer’s responsibilities, this MSD and any SAP MaxAttention 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 MSD and any SAP MaxAttention for on-premises solutions
Scope Document to an Order Form.

DZHo| ® 3 Xt AME ME("DZ TEL")O| HZEE JHE MaxAttention AJH|A A TS 2ot A
SAYULICH DA et 04 DEL{7} DZio| M & MSD, ZE ZFAMO0| L3t SAP MaxAttention for
on-premises solutions A{H|A Hel ZME &35t SAP 7 & MSD 2f ZE ZFAM0| CHst SAP
MaxAttention for on-premises solutions A H|A He| FM0| 2 11 o|F-E O|~l3St7| 28 SAP 7+ EtESHA|

Kot HHol| et SAP Ol HARSHE S = ES{0F FLC

—_

CUSTOMER REQUIREMENTS
1M aA
To receive MaxAttention Services under an Order Form, Customer must:

2= MO 2} MaxAttention AJH|AS 2o 22

L

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

SAP AZEQOf 2fO4lA A ko) HE Z-E Support &&= (0: Enterprise Support 3 EE-= Product
Support for Large Enterprises 23)2 A% X|&5t1,

b) otherwise fulfill its obligations under the License Agreement for SAP Software, GTC, the Order Form, and
the SAP MaxAttention for on-premises solutions Scope Document; and

1 2|0 2toldlA A2k, GTC, & A, SAP MaxAttention for on-premises solutions AJH|A Q| 2 A{0f
2 2| FE O H3}i0F 5tH,

c) provide remote connectivity and data access in accordance with the Support Schedule.
Support BAMAMO| et 2 HZAD HO|E UM Aot MSsHof 2L Tt

GENERAL PROVISIONS

Ayt 3

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 ot Q12 SAP == 7|Ef SAP Al EALQL HZTh & Ao FAlE gdHel AKXt FIHE 0|8
+ AL

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

FEX0 OAAEE 23, MaxAttention AH|A ZtH CIO{Z2 YO E AT LICE 7§'¥ MaxAttention
MH|AQF HEHSH HE = FO|Z SAP 213H0|A X|& %5 0{0F gL},

The assigned SAP resources (including the assigned Embedded Resources) may occasionally perform
MaxAttention Services activities hereunder from an SAP office.
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54. The scope of MaxAttention 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 MaxAttention Services are applied to similarly situated SAP customers
subscribing to MaxAttention Services in the territory as defined in the applicable SAP License Agreement for
SAP Software. 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 SAP MaxAttention for on-
premises solutions 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 7} M| &8l= MaxAttention AJH|A BIQ|= SAP AZE Q0|0 X|&H Jjetn} 7| LM HtHSHY| I8
90 &AM M EX|E Soll AXMEX| SAP O Q5] A tHe| 2 HAE = A2, 0] 213 MaxAttention AH| A
He| HE2 ST SAP AT EQ|0] 2tOo|dlA AH kol FHolE A XD LY FAFSH 420 A= SAP 19|

LR
E0il HEELCL SAP7h ® 5.4 &0f| MHE el HE HHAS BASD 20|

=
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TR HYS S 4 Qs FP, DAL Y WS HHO FHS e UM 43t SA

=
for on-premises solutions AH|A He| EME SiX|g = A= M7t Yo, sy H St
S 20| YHFLCL DAl sig 7|7t o XIS Ye B, NAO| ST B e Aoz
ZEg L
5.5. MaxAttention Services will terminate effective the same date as:

MaxAttention AH| A& L5t S 2ot RO SiX| & LT}
a) any termination of the Support Schedule under the License Agreement for SAP Software; or
& SAP AIZEQ0f 2o|MlA Aefof HE ZE Support M ALl 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 80| BE SAP Support(0f: SAP Enterprise Support &£ SAP Product

Support for Large Enterprises) &2 HZAT Wt
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