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Support Services Schedule for SAP Business ByDesign Solutions
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This Support Services Schedule for SAP Business ByDesign Solutions (“Support Schedule”) document
describes the support services provided by SAP for SAP Business ByDesign (“BYD”) Solutions under and in
accordance with the terms and conditions of the Subscription Agreement for SAP BYD Solutions including
any document referred to therein.
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1. Applicability

L. B
This Support Schedule governs the provision of support and maintenance services by SAP to
Customers of SAP who have entered into a valid Subscription Agreement for SAP BYD .
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2. Support Services

2. XHFRS

21 Support for SAP BYD Solutions Malfunctions
SAP will offer support for all malfunctions related to the SAP BYD Solution (each an “Incident”).

Incidents have to be reported by Customer via the help functionality made available by SAP as part
of the SAP BYD Solution (or any other support channel introduced by SAP). The following service
levels shall apply:
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Incident Definition Support Support Initial
Priorities Availability Language Response
Time
Very High | The problem has very serious English, except
consequences for major  business for: Monday to
transactions and urgent work cannot be | 24 hours x Friday 9.00 am 4 hours
performed. The Incident requires | 7 days a week | to 5.00 pm
immediate  attention  because the Local Time:
malfunction can cause serious losses. local language
High A business transaction does not work and
necessary tasks can not be performed. | Monday to
The Incident requires prompt attention | Friday from local |
because the malfunction can disrupt the | 9:00 am — 5:00 ocal language
entire productive business flow. pm Local Time (apphcablye to none
- ! - . . Customer’s
Medium A business transaction does not work as | (as defined in | .
. - . ocation)
expected with minor consequences for the | the applicable
productive operation. OrderForm)
Low The malfunction has only few or no effects
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| on business transactions.
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In case Customer has opted for a Private Edition, please use the following service levels:
Incident Definition Support Support Initial
Priorities Availability Language Response
Time
Very High | The problem has very serious
consequences for major  business
transactions and urgent work cannot be English, except 1 hour
performed. The Incident requires for: Monday to
immediate  attention  because the 24 hours x Friday 9.00 am
malfunction can cause serious losses. 7 days a week to 5.00 pm
High A business transaction does not work and Local Time:
necessary tasks cannot be performed. local language
The Incident requires prompt attention 4 hours
because the malfunction can disrupt the
entire productive business flow.
Medium A business transaction does not work as | Monday to
expected with minor consequences for the | Friday from local language
productive operation. 9:00 am - 5:00 (applicable to
Low The malfunction has only few or no effects | pm Local Time Customer's None
on business transactions. (as defined in location)
the applicable
Order Form)
For Incidents with priority Very High corrective action (issue resolution or action plan) will be provided within
four (4) hours.
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3.1

3.1

3.2

3.2

3.3

3.3

Software Changes

SAP will proactively apply software updates, upgrades, new releases and patches during the
defined maintenance windows. Customer hereby grants to SAP the permission to make copies of
the Customer’s system(s) to test the aforementioned software changes and the processes required
to implement such software changes. After the end of such testing, SAP shall immediately delete
any such Customer system copies. In case a software change needs to be applied outside a
maintenance window, SAP will notify Customer in advance
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Customer Obligations/Preconditions
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As a precondition to receive the support services as described in Section 3 above, Customer shall
fulfill the following obligations:
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Key Users

Customer shall identify at least one Named User as a “Key User” responsible for managing all
tasks of the SAP BYD Solution related to Customer’s business. A detailed description of the Key
User tasks is provided in the Business Center.
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Completion of Go-Live Activities

All Go-Live activities described in the Order Form for SAP Business ByDesign Solutions are
completed by Customer. In particular, all Incidents with priority Very High and High have to be
closed.

SERGo-LivelFah

SAP Business ByDesignfi#ik /7 %€ H iR IR I IT A Go-Liveifish & /7 5e . KR, “dEws” K
“CET SRR SE T S L S R

Exploration of Built-in Help and BYD Forum
In case of Incidents, Customer shall make reasonable effort to explore built-in help, the SAP
support knowledge database and the ByD forum to find already documented solutions.
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English-speaking Contact Person
For all Incident priorities where the support language is English Customer shall ensure that an
English-speaking contact person for SAP is available.
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Remote Support
In the event that SAP needs to access any of Customer’s systems remotely, e.g. via application

sharing, Customer hereby grants to SAP the permission for such remote access. Further,
Customer names a contact person that — if necessary — grants to SAP the required access rights.

TR SR

U HRSAPTE LR AT M E P RS, Flan@Eid L=, &39S 7 SAPXHZ S fE 3 N
., #t—BME, WHBEHEFIEE —BBERNIEZ T SAPL T RIEARF -

Support Services Schedule for SAP Business ByDesign Solutions zhCNenHK.v.1-2011

4



