SAP ActiveAttention for on-premises solutions Service Description (“ASD”)
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SAP ActiveAttention for on-premises solutions may provide professional expertise onsite and/or remotely to assist
Customer in ActiveAttention engagement planning, governance, analysis and identification of potential business
improvement, and advisory on potential architecture transformation 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 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
EX
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.
“HHZEE” 2T SR 234 R F3HA31H. 6 H30H. 9430 HM 12 A 31 HRI=AAHAIH.

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. “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.
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1.6. “Top-lssue” means issues and/or failures identified and prioritized jointly by SAP and Customer in

accordance with SAP standards which:
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2.1.

2.11.

2.1.21.

a) endanger Go-Live of a pre-production system; or
fa XA KRG L4 5

b) have a significant business impact on a Production System.
A R G A B SS R .

SAP ACTIVEATTENTION SERVICES

SAP ACTIVEATTENTION R4

SAP delivers only the SAP ActiveAttention Services (“ActiveAttention Services”) specified in an SAP
ActiveAttention for on-premises solutions Scope Document to an Order Form referencing this ASD. SAP
ActiveAttention Services consist of the following components.
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SAP Embedded Services
SAP i AR %%

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

WM AR, FEXTILRLEREHEEN, FRIRIIRA R IR SRS N5 — DN NES):
SAP Foundation Technical Quality Manager (“FTQM”) activities:
SAP HAl AR FTEZ I (LUNRIFR“FTQM”) K135 3):
a) Understand Customer’'s SAP Software solution and business processes
T ) SAP R AR TT A SRR
b) Provide advice, guidance, and assistance in the following areas:
FECL T GUSER A 4R 51D

. Technical risk management/program management of complex Customer Software implementation,
upgrade, and transformation projects

BRI S TR R R E BRI R/ E A
. SAP release & upgrade strategy that is aligned with Customer’s information technology (IT) strategy
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21.2.2.

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

RIUA AT RERRAR R P88 B IRA R, BLL % 7 1Y) SAP BRI e ALl & (Bl R Seindt)

Provide transparency for focus area progress including status reporting of jointly agreed key performance
indicators (“KPIs”)

SCHLE U R IE I, BRI A E R SRR RR (BT fAR“KPI) [ DLk &
Develop and maintain mutually agreed Customer-specific ActiveAttention Services engagement plans
il & FES X7 297 1) % P RFSE 1Y) ActiveAttention [k 2% T H 11Xl

Facilitate the performance of the ActiveAttention Services engagement plan including the coordination of
individual service deliveries and SAP resource staffing

fititt ActiveAttention I 55351 H i+ RIMIEAT, AE MR IR S5 ST AT SAP BHEHRL &

SAP Technical Quality Manager (“TQM”) activities:
SAP AR EAH (LLTR“TQM”) KIiE5):

a)

e)

Provide advice, guidance, and assistance with agreed to focus areas:
RYEL E, EF0 DA U AR FE SR

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 LFRRER . B L RFRFEAME SAP SZFF T (41 SAP Note Assistant [{£% 8 F]. SAP Notes
Search [J3B442] % SAP Solution Manager (AR [fHk 75 244 3 AR

Integrated end-to-end application lifecycle management
e s 30 3 [ R R o 2 e Jo) B0 3

Integration validation of complex Customer solutions
HIR PRIRTT SRR FRAIE

Operate the SAP solution more efficiently

EHRIMIZIT SAP R IT %

Solution availability management, monitoring, and performance
Ry T RS, s RE

Risk mitigation plan(s) for critical maintenance issues
SRS i ) G Ik 2 Tl

Incident reduction and/or avoidance

A Il R B

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

FREZZ P 0 SAP PRIZZAST AR SCAE R 1) SAP % K IR 45 11 48 Hh K S UCRIAT Bl TRl 1) STz it 47550

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

[F) 78 7 A A LR SR A RS B A XU i

Assist Customer in coordinating, tracking, and reporting SAP technical risk mitigation and Top-Issues
PrEha P . BREEFIYC IR SAP 5 AR XS KN ) A0 i B ) @t

Manage quality gates for selected focus area projects

B S 1 FE S USRI H ) SRR IR O

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
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2.2.

2.21.

2.2.2.

2.2.3.

2.24.

such changes to the SAP Embedded Services will in all cases only relate to SAP Embedded Services and no
other type of SAP services.

P A SAP HR NS5 N5 % 7 B H 2 BLEAT Wil o 72 X057 F5el i i s s — B oL T, A2 SAP
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SAP Expert Services
SAP &K k5%

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

SAP [ift SAP FI% 1 #E 21 5E ] ActiveAttention k55151 H X i i€ B IE# AR B N (BRI ST A 4
THLIED , BFxF T W B 2 T 1] A b 50 B vk 5 % 1Y) SAP ActiveAttention IR 451U BBl 52 RS BT 45 52 £ ActiveAttention
JIR 55 SR A (36 U 8] 1) SAP & FRIRSS I RBRC AT (DA R FifR“ L KRB MA”) » #24t SAP EXKIR% (LUF
fiiFi“SAP £ 5" -

Within the Expert Services Quota, Customer will be entitled to choose any standard service from SAP’s then

current portfolio of SAP Expert Services for on-premises solutions. A listing of SAP’s current SAP Expert
Services for on-premises solutions is available at www.sap.com/activeattention-service-list.

FEL RSSO, 2 P A BN SAP Ji i S (3t A THT i) A b 5028 A D7 S (1 SAP & iR %57 d 21 15 Th b AR AT
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www.sap.com/activeattention-service-list.

To schedule SAP Expert Services, Customer shall contact the FTQM 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.

HELHE SAP LIRSS, 2 MERARTEIRN FTQM Bifs g i AR B SAP i Z 2/ RAET T (5) Mt
8] 22 SAP L RS AT ER . Uik SAP K UL G H W4T, SAP L 555 th n] = TR 75 5k HLARHE 7™ A= 1ty 1t
H i KIEAT 2. SAP NARYE % /7 (A5 SANZSROR T ST RN SAP L SR I TAt R Hh . Bhaiifd R H R
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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:

P R E AN HIB, IFFRIESR I SAP LR A A RE T BEMS IR R B SC IR RN . Hh2R% 7 T
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2.3.

2.3.1.

2.3.2.

2.3.3.

R TT N HIEDH HREZH, #2255 BB R B AR A S 5. 725 SAP BRIR%
i, WEH 2R .

a) agree upon a more formal agenda for the SAP Expert Service;
it SAP L o 55 £ 5 SEIE R H AR 2

b) the required involvement of Customer’s project team members; and
FORB I H BN A Z S DU

c) identify any prerequisite SAP Software for the performance of the SAP Expert Service.
AT SAP L RS ATA % AT SAP 3t

SAP Expertise on Demand

SAP $cif Ll AR %

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; 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.

SAP 1%t AV AR RS (UL N IR “EoD” 5 “EoD R%E™) 2 —BLEfeRss, 1ZIR55 & R4 SAP B, il
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B G 22 50 L ) ) R B L AN LR IR A, s & A SAP VERT M TR ) SAP B B B
EIH) SAP B RGTHIANGIC B AR . A 9% SAP BRI AL LR AIIUUME S . EoD IS5 ANt dlma iz - 5
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EoD Services will be provided during Normal Business Hours for the quota of EoD days per Period during the
ActiveAttention Services Term specified in an SAP ActiveAttention for on-premises solutions Scope Document
to an Order Form (“EoD Quota”).
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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.
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2.3.4.

24.

2.41.

2.4.2.

2.4.3.

2.5.

2.51.

AT RIAE T8 % EoD 155 . SERUITHE 2 1K) EoD AE55 bR T HI /N U ) EoD Be#iith 411Fk . EoD fik5s
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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 SR E A S AT % 7 5SS ) EoD AR 551K, {H SAP JFARIERENS Bkt 2B AT 2 ) 1R A 1B
Ul EoD AE55165K,  H SAP X HICi B AT Bk A JEAT 1k EoD AES51E R A UL 514E. # SAP ABEMEAT EoD
5 R, WIRERIZ . U1 SAP JHAGALE EoD {55kt & i € HICVA AN BE/E 1T 1% EoD f£55, SAP N[
& P SRABEIEAT B 15 1 R R

SAP On-Call Duty Services
SAP BN % B IR 55

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

SAP il i 13 e 95 SCHF % FUm AR B &R SAP SCRFEIN IR RN, BB RN P ISRl S5 AR 4R it S a1t
& SAP [ I fig 13 JI 55 Bk 20 N SEAE VT W) B 2 T i) A i 7S 2B 7 2 SAP ActiveAttention I 55 i Fi SRS Hh i3 7€
i1 ActiveAttention Il 55 1K P B9 EAN TN ) SAP B I H IR S5 IITRIECAR CRLTF fi AR “ PR A A ) Wikfit.
An SAP On-Call-Duty Services session is:
— > SAP Bt 4 Ak 55 39 1a] 2 4 -
a) either Monday to Sunday starting 08:00 and ending 20:00 the same day in Customer’s local time zone;
or
FPRYHE X E—2FEH, B8 s, [Fl—KEe L8 midhi; 5K
b) Monday to Sunday starting 20:00 and ending 08:00 the following day in Customer’s local time zone
P XE—2EEH, %8 SIT, B RE E 8 iR,
To schedule SAP On-Call Duty Services Customer shall make a request in writing to the TQM or the

designated Embedded Resource. The scheduling of SAP On-Call Duty Services is subject to 5 weeks advance
notice.

FL2 A SAP BERHR AR SS, 2 i TQM BB IR IR A B IRER A3 K . SAP [EI 5 £ i 55 R 1] 2
HERFRATL (5) JAim % .

SAP Service Level Agreement
SAP 55 /KT #iX

SAP Service Level Agreement is available as a component of an SAP ActiveAttention 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 JI4 K-F 1 AE AN SAP ActiveAttention IR 4575 B HIZH R4, 3T B T SAP Product Support for Large
Enterprises [ KRk r= 32k (B AAR“PSLE™) SCREMAIZ 4. RiG& %R, 5 SAP &7 7
SAP Enterprise Support [{ix V3] A 1% 23 eI R 55 /K0
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2.5.2. 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 ActiveAttention 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.

o T ) B T ) A B B R R U7 2 1¥) SAP ActiveAttention JR 5 SCRY R N2 P %2%E . RS ID (BUF

fEIFR“SID”) M ARG THE, LRSI (BUNFFR“SLA”) 7K IEH T SAP £32 95 — 88 — sk

R BAF A AL TR E AT AT 2 7 k. k38 SLA T2 IT IR S 128 — 52 8 H DI T UG 54T .

2.5.2.1. SLA for Initial Response Times:

B XS AU L E] ) 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.
B E CIEEED « SAP NAEIRE] (24XT7 A RA%) HKE AL HAR— (1) NP
PR . 25— S PR R ARAE i) S I 55 S 55 P AR AR P A JE 2R, BCiEHUT R S o055 T
PER RIS, X REHNEWIER: RATaTH . it SAP IRk &Mk, 505 %8,
I HAERAEIE T, SRR B S .

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.
BARSHEN R - SAP RIEE XN A ORI AR SRS HIPY (4) /N YR AR
Rio RO F IR R 5 A B B, FICHAT BT S0 BT R IO S0 o S T
WU S RI/BAT 25 BT 7 B T e I S BUOER 84T S 80

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.

WER T IR B BEI R 25 5, 1550 SAP & 7 3CHEM S 1 SAP Notes % & HH 24141 SAP yE# 67739,
M3k http://support.sap.com/notes ..

2.5.2.2. SLA for Corrective Action Response Time for Priority 1 Incidents
H AR A I 2 TE 5 Jt ) SLIN ) (¥ 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.

SAP RIfEYF] (24X7 ARIE) %P SRR FLEMAN (4) NP, SEEH TR o SR s 2.
L@ dE AT 3R CBLF AR “ IEfRHE"D .
2.5.2.3. If an action plan is submitted to Customer as a Corrective Action, such action plan will include:
KeAT SR E N A IER SR A28 % 7 1, BESRAT S TR S A4 -
a) status of the resolution process;
fii i FRRAS s
b) planned next steps, including identifying responsible SAP resources;
JEEATENINR, BAEE SAP 5T\,
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25.24.

2.5.25.

2.5.3.

2.5.3.1.

2532

c) required Customer actions to support the resolution process;
B PN SRR R i 3 R B AT B0

d) to the extent possible, planned dates for SAP’s actions; and
TERIATYE 9 )2 1) SAP tHRIATEh H I, BL&

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 N —JCIRZS BB K H BN (8] . SEECIRAS TR M AR LT WAL BATCA LRSS, 1t
RIPAT I JE R8T LA 5 SRS SR Y SIS [a)

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:

B TEHE M1 SLA (SR TEAF7E SAP B ANEIIN A B0 1] (FK“ARBEIMIED™) o AhERIT (A 5 4% 1 4b T

AT E)ECSAP SRR TT FERAS HINE A, Ak

a) the status “Customer Action” means the incident was handed over to Customer; and
“BPATEIRS R R EM AL T

b) the status “SAP Proposed Solution” means SAP has provided a Corrective Action as outlined herein.
“SAP RUUFER TR IRE R 48 SAP T A ST IR AL T 4 IR it -

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.

U1 SAP FEPVY (4) /N ARSERIN Ta) Y S BT %8 CIRFS U SAP SRUUIBHRIT SR « MRy BT, 5%

JUR PR R e S 2, R 4 & 2 IEF TR SLA.

Prerequisites

B 2 1F

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

SUAEPTA FF 2 LA R BT IR SR AR RO B0 T J7Res& H SLA:

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”;

FERRVA T2 2.6 910 5 5 SRS FIRA SR R 0 B AN R 0L, FE S SAP 73 8  Jo Rl A 857 IR
) SAP BAFHIIRCAA 5K

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
MR 1R SAP i A FRBCAE R, @it SAP Solution Manager (ASMVAR) [fifu 7 225 7 2%
NVIRIR G LSO ARAE, HEF S SAP B & A RIBAT A T FRIA S TEAE S (R
SAP 1R 16018 B2 JETATHUAR SAP 7E#¢ 16018 (¥ At SAP 7 ERE) : JEH.

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

FA G AT EWAED B RSB BT SAP BAFI = fhFRAA 5%
For Priority 1 incidents, the following prerequisites must be fulfilled by Customer:

XTSRS, 2 LA L LU T AT SR
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2.54.

2.5.5.

2.55.1.

2552,

a) theissue and its business impact are described in detail sufficient to allow SAP to assess the issue;
7053 Ut W AH 5% o) S OV 35520, LA SAP X ] @EHEAT 1A 5

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
%P 2R SR IR NS SAP #HT 247 (W4 RAEEIE, ZRRANFRZZILBNE. A&7R
JRHIRIR, ARG A ST IE % 7 LSS B B S — I e 2 S IR H

c) a Customer contact person is provided for opening a remote connection to the system and to provide
necessary log-on data to SAP.
B PR R NS RGE SRR, JF R SAP SR L0 7 18 R .

Exclusions

HEBR T L

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

DA R 2 — LB B F A S /2 SLATERA: ¢

a) incidents regarding a release, version and/or functionalities of software developed specifically for
Customer (including without limitation those developed by SAP or SAP Affiliate) except for custom code
built with the SAP development workbench;
H5ETNEFIF R CEREEARRT B SAP /8l SAP SCBIF R I MRA R/ ThEeH ¢
fdft, Gl SAP JF Rk TAE G A & ATBERSH

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
SERGVEAKEY AL 1 5 T R S 250y B S B IR [ 5K A0 X RRAS A G B AR R AR RR E A, B IX
L[] 5K /10 X ARAS /2 BH SAP Bl SAP SCI AL A T e BAK

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.
FARORA SR B A RSB R AL, T2 DR s CTTARIER" , B A AR B WiE K

Service Level Credit

IR 55 KFHE A

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 ActiveAttention 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.

WE—NHIIZEEN, SAP fE4RE KIS AIRESE X Tl SLA & RBIK T 22 )L t1 (95%) fEHiman, &P
AN CZEAT T B SLA FUE I XL 55, % K5 Lk SLA, fE ActiveAttention Al 55 3IFR A L= H L=
PR EMEA R 1 (200 % (f SLARLE SR i, G SAP AR H 2= Pyl 4 5E SLA R
EHEZEI AL T 5%, WAL N SAP B&JEAT 1 B3k SLA FUE K XL 55«

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:

RHBATIASE 2.5.5.1 FFHUME, Wik SLA IR TEHESE CGEEH— RER“SLABL)” — U0 W RA R HUFIRE 7
TLAEH
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2.6.

2.6.1.

2.6.2.

2.6.3.

a) Customer shall inform SAP in writing of any alleged SLA Failure;
& BAATE AT SAP FTA BRI SLA E4);

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

SAP RiXHEM LR RIGEIT A, IR MR, RSB R & B

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;

F NG SAP R ALE LR B, DU AR ok R BB IEFRE, (4 SAP RENZIETE SLA HIMLE ;

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

AFT (3 2.5.5 T)HE, WHREIUESLE T SLAEL), T SAP ¥4 7 It~ —ik ActiveAttention %5 3% Al
R RS KPR (BURRIFR“SLC™) , %M S T & P E X R &E RS BIESEH) SLA 4 e
(¥ H PiZE FE 444 1) ActiveAttention 28 FHIKI T 7 2 % i T (0.25%) , HASEE A H 2R L) SLC AR,
BI%& P AEi% H 7R BE A 1) ActiveAttention AR S$HIIE 02 H. (5%)

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;

P NAERE SLA A H IR REI— (1) AN H A IEEI SAP {EfT SLC;

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
BrAE SAP UL B % 1 Bl 743 (1) SLC RIGHIHNEA, A WAL SLC; JFH.

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.

AT (38 2.5.5.277) PFriRif) SLC &% S R EAR B SERRIN SLA 525 g BUAS I ME— Hefth i k2
SAP Root Cause Analysis for Custom Code
SAP H & AT HA SR K 73 #r

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 ActiveAttention for on-premises solutions Scope Document to
an Order Form that are submitted by Customer in accordance with Section 2.5.3 above.

SFiEE SAP PR TR H & A, SAP KMRIESE 2.5.2 TR M SLA, S5 KTERTR S
2.5.3 VHRATH 51T B T [ AS H AR B R R T R SAP ActiveAttention IR S5 Y0 Rl SCARY R T I (R 25 e B
SID MAGH THER WL — M R FHiE, RISCEATS ST FRA R K 8T, JEa] GESL b S F R v fg

[=X
o

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).

FRETIAZE 2.5.3 Wl fiEH SLA WRETTEZAEA, FHERAS SAP A AR AR K 8 ks, & MHE
E X ARG IE AR YE SAP JEIF IFR#E (FE5 2 W http://support.sap.com/supportstandards) ¥ LAic#k.

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.
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2.6.4.

2.7.

2.71.

2.7.2.

2.7.21.

Uik SAP HiE T AT e T 8% /7 E UKD I ORI/ El b AR AR SR R, SNy SAP FEALEE %S 1 E E AR
ARG 58— DL Se I B2 JBAT T R 2 IEFETE ) SLA P RLE ) (55 .

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.

SAP [ 5E SAVKIARAS SR R 3 AT AN BRI BUE ] T % 7 B 8 SURBS IO R8T . N S Tl s A o 6, B
W A E SO I .

SAP Premium Service Level Agreement
SAP & 21 55 K- P iX

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

SAP BRIk KFHMI (LA fRIFR“PSLA”) 1E4 SAP ActiveAttention fIR45 101 H HIZH RSy, FILT I 7 VFA]
P12 SAP Enterprise Support [1VSZHFIFMI I $e k. PSLA X R0 2 SAP Enterprise Support
[l S FF MR A 52 B ActiveAttention AR 25351 B A& 1O AR G5 AT SRR 72

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 ActiveAttention 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.

ST VT I B T ) AR b B R T 21 SAP ActiveAttention AR S50 B SCRY TR E 175 P k. SID MR G4
SHA, LUF PSLA KRG T SAP B2 058 . BB =a S8 IUfhse gt (VF I SAP 18 67739) HAFA b T
SE MRTHR AT 2 P Bl . 1h38 PSLA K 25T 1T I B 5 1 36 — N e 38 H IR BE R AR 94T .

PSLA for Initial Response Times:

B o TG T R B 8] 7] 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.

B HEM R . SAP RIAEWE] (24XT7 AR M AR FHIPT (2) N IRILAE
WIRL. 3 AR R IEE WS H S Z R E W, HEHIT LIRS N TR H M. X2 B
AT UL 55 ABATE 55 BT 75 1 Dh g tH S 6 BTG4 4T 2 500

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.

HEMAEGFE () o SAP RILE X S5 AW R MRS =R A IIIY (4D /N PR A
7o 2= RARAE IEH 5558 5 2 BRI K it o 30 bl AT LS 2 55 I 7 1) T e s 30
WETEIBIT FEUN

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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2722

2.7.23.

2.7.24.

2.7.25.

2.7.3.

2.7.31.

BV FAE (R = SAP SLAE 2 Fp I (AW B e 3 58 DUAR S AR 10\ (8D /NI AR LA L i
R o 55D 6 2 L 6 E 1 B0 TE 6 b 4548 53 B S TR MR 2t O . 8 R R
A5 P BRI T 4 Th e S 5 BRTCTE I8 4T S B0
PSLA for Corrective Action Response Time for Priority 2 Incidents
BEXE 8 AL A6 G F A B A IE & Tt S I AT 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 RLTE 24 SrA B TR B HR S R BT = (3) AT AEH WIRHELH Tk i BRI R T 2. BLSFE
TEEAT A LN RIPR“M IEFE R (BAF AR St 38 R RF AL IEFE K PSLA™) .
If an action plan is submitted as a Corrective Action, such action plan will include:
ReAT BRI E N A IR SR A 0, HESRAT B i RIS 4
a) status of the resolution process;
fir e FREAARAS
b) planned next steps, including identifying responsible SAP resources;
JESATAITRI, BIETE SAP 7T
c) required Customer actions to support the resolution process;
BTN SR R R I 7 R B AT 2l 5
d) to the extent possible, planned dates for SAP’s actions; and
FETTAT VG FEL P 158 (¥ SAP tHRIAT B H I, LA

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 T —UCIRA TE R H A ). JREURATEH N AR LN ARKICE: BRI, i
RIPAT I JE R8T, LA 5 SRS TR ¥ A AT )
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:

BERT SR AL SE G S H A IE S W SN TR ) PSLA SR AL SAP #5252 AL BN AO AL BRI 18] CLLTF faj R b 2 i
7)o ALFRI (A AN QAR FARAL T % 47 30 B SAP SR R T SV IRZS IS 1], bk

a) the status “Customer Action” means the incident was handed over to Customer; and
“BPATEIRS TR F AR TR T

b) the status “SAP Proposed Solution” means SAP has provided a Corrective Action as outlined herein.
“SAP PR YT RIRAE 218 SAP CIE A E IRt T 4| IEH i -

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.

40 SAP fE= (3) AIAEHALTER (A BT 58 — e R FAF BRI R ohTT 56 N B BT 3t R, B P AR
FEARFAF DL OB S5 g0, RN AT S B0 58 — A0 SB J A A IE RS I A PSLA.

Prerequisites

[tk

The PSLAs will only apply when the following prerequisites are met for incidents:
AR S 2 LR TS S5 AR RIS 00 T 7 el PSLA:
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2.7.3.2.

2.7.4.

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”;

FERR LIRSS 2.6 5 H € SRS FIARA SRR 70 BT LA BT A 15 L T, S5 SAP 738 TE R & B IR
A SAP BT ARCAA 5K

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
H{ R IR SAP JEI [ FEAF AL B SR, 383 SAP Solution Manager (fMVARD [fifdh J =& T 2%
NIRIR G LSO ATRAE, B AE SAP Bt & M H A RIBUT AT & FIACTHEAE S R
SAP R 16018 B2 J5 T HUX SAP 7R 16018 (¥ At SAP 7 EFE)  JEH

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

A G AT EIRAED B R B BT SAP BT i RAE 5K

For Priority 2 incidents, the following additional prerequisites must be fulfilled by Customer:

T ARG FA, R IE LA L UL A TR S A

a) theissue and its business impact are described in detail sufficient to allow SAP to assess the issue;

Fu 3 IR IR ) BB b 55500, UEE SAP o [ @ HEAT T4l

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
BPEH— AR R N S SAP BHT 24x7 ARG, ZBKRNFREZE LML R&r
AEFENR, ATRHE AT 1% ) LS5 T B AR B ES AR AR JFHL

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

B EHRARNE REEILERRERE, I SAP 1RAEL T & 8.

Exclusions.

HEBR1E B«

The following types of incidents are excluded from the PSLAs:

PAUR RS A R 5 /2 PSLA VG :

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;

HLITNE IR CEEEART B SAP F/8 SAP SCH AN IF R I AE) IRR AR/ B T REA 5%
frdift, i SAP TR TAE QR B 2 AU ER ST,

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;
SERE VR AN 18 9 T RE B 20 BE SE I A [ R A IX A SR B A B HRRR AR Ah, R
S ] 55 /4 X RAS 2 EH SAP 81 SAP SCI A b A1 2 17 Al

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

FFROMRA SR AR SR i B, TR ZhREBRAE COFRIER) , BE FAFRSION B K.
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2.7.5.

2.7.51.

2752

2.8.

d) all incidents regarding third-party products made available by SAP.
5 SAP SRS =77 7 b A R T A
Service Level Credit

R 55 KP4

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 ActiveAttention 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.
WEE—ANHA RN, SAP TEFRE M AR AX A PSLA &EHINE 2L (95%) fEHmA,
Ry B2 JEAT T Lk PSLA BUE I X35, 2% K4 Lik PSLA, £ ActiveAttention JIi 55 JIFR A £ = H
TIZEERRZMHEAER L =1 (200 % (FrF PSLA LS55 1, 1 SAP TEAHR H JiZEE M8 e
PSLA I [IHEZR I FHAF AL T2, AT SAP 4T 1 _Lik PSLA BUE I 55 -
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:
WIRATIASE 2.7.5.1 FMFLE, Wil PSLA MINTEIFEZE GEEH—RET“PSLA 3417 —70 , LN AR
e RET LAdE -
a) Customer shall inform SAP in writing of any alleged PSLA Failure;
% PO ASTHE AN SAP A HE AR PSLA 34,
b) SAP shall investigate any such claims and provide a written report proving or disproving the accuracy of
Customer’s claim;
SAP RO (E LR FIERTF WA, FARGET MY, USRI R AT
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;
% RN SAP SRS FR AR, DMEAR R RSB IERAE, i SAP REERIE PSLA RLE
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 ActiveAttention Service Fee invoice equal to 0.25% of
Customer’s ActiveAttention 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
ActiveAttention Service Fee for such Calendar Quarter;
AT (55 2.7.5 W)ME, WIRAIESZET PSLA M4, U SAP ¥4/ T —3k ActiveAttention %5 %7
RN S g RS KT (LT RIFR“PSLC™) , X2 HIA U T A X RHR &Rk 5 HAFSEH) PSLA
BZIHERH T ZEFES098R) ActiveAttention PRI H 70 2 F i T (0.25%) » HAVEIE &R H IR
PSLC BRA, EP7% - 7Ei% H T2 MY ActiveAttention IR %5 28 FHIN B 73 2 H (5%) 5
e) Customer shall notify SAP of any PSLCs within 1 month after the end of a Calendar Quarter in which a
PSLA Failure occurs;

P NAE R PSLA LK H ISR 1 — (1) AN i@ SAP LT PSLC;

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

FrdE SAP U 2% F B 78 401 PSLC R HHE A, B NASIRRMMET PSLC; FEH.

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.

A (552.7.5.274) P& PSLC 2% /- W ATAT B FR A Bl S bR i) PSLA 13 24 Jir BEHUAS M — HEAb It M2
SAP Accelerated Incident Management (“AIM”) Services

SAP g F A& (LU RIFRAIMYD RS
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2.8.1.

2.8.2.

2.8.3.

2.8.4.

2.8.5.

2.8.6.

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 R7E SAP ST TR E — AIEIEILEMELR N (LU T HAR“SAP 48 , E4E—2 AR LT
8 MBI 5 Az (BRAENT A PHAE) , NEFIRMESZRRS, RIEEHN SAP LR
e, A — e R AR R b3 . SAP HAKHE NI IWRAEE G (6) BHNEITHE
UKo

The SAP Incident Manager provides:

SAP HFA ERfL:

a) incident activity and status monitoring for Priority 1 and Priority 2 incidents;
BEXT 5 — LS RN S — e P A R SIS B AR S T4 5
b) trend reporting of Customer’s incident situation on all incident priorities of selected systems;
BRI RGP A LS RS, SRR P ARSI SR ;
c) incident management process empowerment session(s); and
FAE IR WG A
d) periodic remote meetings with Customer to review the status of Customer incidents.
HEPFEMAFEREE, BEEZ P EIRE.
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:
UEAh, SAP IERTE SAP RIS HE 4B AAH, JER AR I P R R A TR
“EPBERNT) RS —RICH I, B AL IR RS — R e S R R PR R R A — (D) A
AN JEREAT . SRR N S A SR PR R ANBRR, BEEIRENELZ — (BLRRRAEE A -
a) resolution or workaround of the Priority 1 incident;
(S W e/ & L I RS I 5
b) reduction of the incident priority level to a priority level other than Priority 1; or
BRI R 5 — e LA G0 B
c) agreement of the parties to disengage the assigned SAP individual.
W7 41 5E fRBRIFIRE SAP A 5

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

AIM IR 55AE T 5 4T 2457 5 FR GRS i B SAP B A7 S IR A R A

AIM Services will be provided solely for the select Customer installation, SID, and system number
combinations specified in the SAP ActiveAttention for on-premises solutions Scope Document to an Order
Form.

AIM FRSAX A3t 1T Iy B4 27 T 1) A 4 38 B vk 05 2 B SAP ActiveAttention IR 2578 FE SCRY 8 E % 1 2235 . SID
RG9S H A4t

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
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2.8.7.

3.1

3.2.

AIM Contact can be contacted. AIM Services will be delivered exclusively to the assigned Customer AIM
Contact(s).

AR ERLZ = (3) ZRBEINEN SRR (LURHERZS AIMBERNY |, JHREEARIERE R
CREI R B IR AT AR 515, DAMRIERERT #RREBC R B AIM BRR N . AIM IRSFRAN R FR IR A2 )
AIM Bt R A 324t

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.

TERZEART AIM RSS9 HES TAE, 7B AIM R AMFRIR ) SAP SR BLRILE AT — (1) ZHIGE e
21

ENGAGEMENT MANAGEMENT

WHEH

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

BHBINIRIR— AT H L, SAP K HLF M ARIRE FTQM. &1 H S NS EIEE, FHERULER
7 ) 5 L B SR IR e I R IR BN YAk . IRRTH S N R A, LR E M. HIRUR
H] SAP FIEHATHI ActiveAttention Al 45 ¥4 8 5% 7 10 H L BHEAT U

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

BEAh, X7 RiAE ActiveAttention I 95 A RO N e I H TS & EE W (LUFFIFR“BREELW) - &%
FESWEANFEEDNATF K, BN ES B0 E . @38 W B AR 4N
ActiveAttention IRE-IRFS, iz TR I 3L [FIL) 58 T2 ActiveAttention IR 55 H AT 5 K HU K3 — A it -
RS VN A3 B SGVE Iy T B E DRSS, BHEEAR T
a) An evaluation of progress under the ActiveAttention Services program compared to the agreed to key
focus areas, KPI's and the ActiveAttention Services engagement plan;
AL ZE ActiveAttention AR 1HERI TS 295E I E AUOGT 7 TR 5L . KPI #1 ActiveAttention k4510 H it
X
b) Identification of risks and/or delays that may jeopardize the performance of Customer's SAP Software
solution including risk mitigation recommendations;
W AT RES MG S22 7 1) SAP BTtk J7 ZE BERI XS AN/ AR IR CRLAR KU AEE B0
c) Implementation of recommendations;
SR VL) S A 5
d) Discussion of open issues and any change requests from either party; and
TR XU TT BT AR F o A B ATArT— D7 SR Y AR B IR SR s BA
e) Relevant details regarding project organization and planning.

KT TH AL A A0
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3.3.

3.4.

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.

VRGN SAP T H LB, JRHRA R S ITH 2B ATIRIE. W I H LB R AR R =
(30) ALAEH AR HETE A 2R S R HORR B RAAR RIS AR R, WAL Bl izk
o XUTT I AR, FE R RT3 A8 S A SR AN A e 2 R A AEAT s AL AN B AL

SAP Cloud Governance
SAP =i

If Customer has subscribed to SAP Advanced Success Plan and/or SAP Max Success Plan, the Success
Expert(s) will be included into the ActiveAttention 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 ActiveAttention Services and for so long as Customer
continues to subscribe to SAP Advanced Success Plan and/or SAP Max Success Plan.

W& AT T Advanced Success Plan[ R 2% % 3h v &I 1 F1/8¢ Max Success Plan[ 4T & Zh it &1, MI7E
ActiveAttention JIRZSHIR A, REE% F4k8:3T 14 Advanced Success Plan[i £k hit-%I#1/2 Max Success
Plan[£ I iHRI], B Zm NG 3 11Tk 1 ActiveAttention 451 H & BUA B[N, @M EE S
WA K 5 F8 € I 28 BP0 % FhiE 3]

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

AT P B = G WA TR (BURRIFR“B P SRR WP 1E 2 ActiveAttention IR 55100 H i Th i <8t . %
R AR 2R P AR SE B P B BT EE SR . A ASD KT I BAL 2 AT AR T [ A M B B A v 5 R ) SAP
ActiveAttention IR 5570 B SCRY I E, ELNARYE SAP & FIE K 5 SAP &1E, LUl SAP JE1THAEA ASD
LT ) B 27 AT AT T ) A b B B ARk 5 S 1) SAP ActiveAttention JIR 2538 BBl SCAS T 11 SL55.

CUSTOMER REQUIREMENTS

P BRWRER

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

NIRRT SR ActiveAttention IRSs, %) WA

a) continue to pay all support fees (i.e., Enterprise Support Fees, or Product Support for Large Enterprises
Fees) under the License Agreement;
Sk B ATYE R LT TS S 3 (BN SAP Enterprise Support [V 37 ##1%% H 5 SAP Product
Support for Large Enterprises [ K2 A= f LR ZHD

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

JBATHAEVFAT M. GTC. TSR LL K ActiveAttention AR 45 10 BB SCRS oA L 555 DAL
c) provide remote connectivity and data access in accordance with the Support Schedule.

WG SCHF O, PRI I AN V7 1) -
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5.1.

5.2.

5.3.

54.

5.5.

GENERAL PROVISIONS
AESR I, RPCEREEEAEEE T -

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.

FRUR MR A 2B VR SRS H 5 SAP B A SAP JCEE AL T4 38 1) e Fl 4 Al 245 1E 5 IO AR AR

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

IR R, $EAE ActiveAttention JIRS5I FHSEEATL. 5% ActiveAttention Il 55 <5 BN A 95 TR #2
k45 SAP B,

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

FRIR I SAP B CEFRFRIRITIRA BT FIREMR/R 21E SAP 10 S HAT AT 19 ActiveAttention i 55
5.

The scope of ActiveAttention 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 ActiveAttention Services are applied to similarly situated SAP
customers subscribing to ActiveAttention Services in the territory as defined in the applicable SAP License
Agreement. 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 ActiveAttention Services 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 $ i) ActiveAttention /il 55 (17 [l 7] 1 SAP fEREFERIEMIIN %, fESRAT/L T (90D RASIHEA 5 T AL
B, LURBE SAP B RFEIT R AN AR, {H ActiveAttention IR 55385 I 1) 6 2878 38 F 14 ¢ SAP V1 AT Hp
WHTIR I A IR SAP % 1%} ActiveAttention [ 55 (RILIIT B . &1 SAP FIAT tRAEMRIEA 5.4 371 A2 Y
i, E ) ARSI, )% 7 A A 2 1 52 S A B B I AT T T 5 2. ActiveAttention ik 5535 i 5T
B, BHA&EFERnA Lt (900 RIIRJmi faE 2L & ORIERTRIIA A 210 R, MR R E .,

ActiveAttention Services will terminate effective the same date as:

ActiveAttention iz 55 M 7E LA N ARz H# 1k

a) any termination of the Support Schedule under the License Agreement; or
VERAT M S RF M M T 2 1k B

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.

P DM RS HAT 17 (0 SAP 33 (5111, SAP Enterprise Support [ 37 4188 SAP Product Support
for Large Enterprises [ KB @l /™= i SZ ¢ 4854 SAP Standard Support [543 #F].
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