SAP Premium Engagement Support Services
Description (“PESSD”)

SAP Premium Engagement Support Services are in
addition to the services provided under the Support
Schedule, and may provide professional expertise
onsite and/or remotely to assist Licensee in driving
continuous business improvement within Licensee’s
lines of business, supporting implementation and
innovation projects via industry best-practice solution
provisioning using SAP’s Innovation Control Center
approach and/or to assist Licensee in the handling of
orchestration and operations of Licensee’s system
landscape using SAP’s Operation Control Center
approach, to identify and proactively address top
issues in implementation, upgrade and operations.

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

Definitions

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.

2. “Local Office Time” shall mean 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 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.

3. “Normal Business Hours” means an eight (8)
hour period between 6:00 am and 8:00 pm,
Monday thru Friday, unless otherwise agreed to
in writing by the parties.

4. “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.

5. “Top-lssue” shall mean issues and/or failures
identified and prioritized jointly by SAP and
Licensee in accordance with SAP standards

Popis sluzieb SAP Premium Engagement
Support Services (,,PSPESS")

Sluzby SAP Premium Engagement Support Services
sa poskytuju ako dodatok k sluzbam poskytovanym
podla Popisu sluzieb podpory a mézu poskytovat
profesionalnu expertizu na pracovisku a/alebo na
dialku, aby pomahali Nadobudatelovi licencie
neustale zlepSovat jeho podnikanie vramci
charakteru podnikatelskej c¢innosti Nadobudatela
licencie s podporou implementaénych a inovacnych
projektov cez poskytovanie najosvedCenejSich
odvetvovych postupov pomocou pristupu Innovation
Control Center spolo€nosti SAP alalebo aby
pomahali Nadobudatelovi licencie zvladat zladenie
a operacie systémovej infrastruktiry Nadobudatela
licencie pomocou pristupu Operation Control Center
spolo¢nosti SAP na identifikaciu a proaktivne
rieSenie hlavnych problémov pri implementacii,
inovacii a operaciach.

Pojmy, ktoré su uvedené velkym pismenom, ale nie
su definované vtomto dokumente, maju ten isty
vyznam, ako je definované v Zmluve.

Definicie

1. ,Kalendarny Stvrtrok“ znamena trojmesacné
obdobie konciace 31. marca, 30. juna, 30.
septembra a 31. decembra v ktoromkolvek
danom kalendarnom roku.

2. ,Miestna pracovna doba“ je bezna pracovna
doba (od 8:00 do 18:00) poc€as beznych
pracovnych dni v sulade s prisluSnymi Statnymi
sviatkami stanovena pobockou spolo¢nosti SAP.
Vyluéne s ohfadom na Dohodu o uUrovni sluzieb
spolo¢nosti SAP definovanu v tomto dokumente
sa obe strany mézu navzajom dohodnut na inej
pobocke jednej z oséb ovladanych spolo¢nostou
SAP na pouzitie na referenéné ucely pre
Miestnu pracovnu dobu.

3. ,Bezna pracovna doba“ znamena obdobie
Osmich (8) hodin medzi 6:00 a 20:00, od
pondelka do piatka, ak sa strany pisomne
nedohodnu inak.

4. ,Popis sluzieb podpory“ znamena popis
Licenénej zmluvy pre podporu spolo¢nosti SAP
(t. j. SAP Standard Support, SAP Enterprise
Support alebo SAP Product Support for Large
Enterprises), ktorda sa uplatiuje pre Softvér
licencovany podla Licen¢nej zmluvy.

5. ,Podstatné zadanie“ znamena problémy
al/alebo poruchy identifikované a prioritizované
spoloénostou SAP spolu s Nadobudatelom
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which (i) endanger Go-Live of a pre-production
system or (ii) have a significant business impact
on a Production System.

SAP Premium Engagement Support Services

SAP Premium Engagement Support Services (“PE
Services”) are in addition to the services delivered
under Support Schedules. PE Services currently
include SAP MaxAttention Support Services and
SAP ActiveEmbedded Support Services. SAP may
add PE Services offerings from time-to-time.

PE Service offerings consist of the following
components. SAP delivers only the PE Services
specified in a PE Services Scope Document to an
Order Form referencing this PESSD.

SAP Embedded Support Services

2.1.1 SAP Embedded Support Services are
available as a component of SAP
MaxAttention Support Services or an SAP
ActiveEmbedded Support Services
engagements only.

SAP delivers SAP Embedded Support
services as an onsite team consisting of the
SAP support resources ("Support
Resources”) identified in a PE Services
Scope Document to an Order Form
performing the roles described below. Such
Support Resources shall be available at the
Licensee location(s) specified in a PE
Services Scope Document to an Order Form
during Normal Business Hours for the quota
of days per period of time specified in a PE
Services Scope Document to an Order Form
(“Period”) per assigned Support Resource
during the PE Services Term specified in the
PE Services Scope Document to an Order
Form (“Support Resources Quota”). The
assignment of Support Resources shall
occur within six (6) weeks after execution of
the Order Form. The Support Resources
Quota does not include any vacation leave
by the assigned Support Resources.

2.1.2 Depending on the role, the activities of the
assigned Support Resource shall comprise
one or any combination of the following
areas to the extent applicable as mutually
agreed to by the parties:

licencie v sulade so Standardmi SAP, ktoré (i)
ohrozuju spustenie predproduktivneho systému
do prevadzky alebo (ii) maju zasadny obchodny
dopad na Produktivny systém.

SAP Premium Engagement Support Services

Sluzby SAP Premium Engagement Support Services
(,Sluzby PE®) su doplnkom k sluzbam dodavanym
podfa Popisov sluzieb podpory. Sluzby PE aktualne
zahffiaju sluzby SAP MaxAttention Support Services
a SAP ActiveEmbedded Support Services.
Spolo€nost SAP mbze z &asu na ¢€as pridavat
ponuky Sluzieb PE.

Ponuky Sluzieb PE pozostavaju z nasledujucich
komponentov. Spolo¢nost SAP dodava iba Sluzby
PE zadané v Dokumente o rozsahu Sluzieb PE k
Objednavke odkazujucej na tento PSPESS.

SAP Embedded Support Services

211 Sluzba SAP Embedded Support Services je
k dispozicii len ako sucast dohdéd SAP
MaxAttention Support Services alebo SAP
ActiveEmbedded Support Services.

Spolo¢nost SAP dodava sluzbu SAP
Embedded Support prostrednictvom timu na
priamo na mieste, ktory pozostava zo zdrojov
sluzieb podpory spolo¢nosti SAP (,Zdroje
podpory“) identifikovanych v Dokumente o
rozsahu Sluzieb PE k Objednavke, ktori
vykonavaju roly popisané nizSie. Takéto
Zdroje podpory musia byt k dispozicii na
pracoviskach Nadobudatela licencie
zadanych v Dokumente o rozsahu Sluzieb
PE k Objednavke pocCas Beznej pracovne;j
doby pre kvotu dni za c&asové obdobie
zadané v Dokumente o rozsahu Sluzieb PE k
Objednavke (,Obdobie) na priradeny Zdroj
podpory pocas Obdobia Sluzieb PE
Specifikovanych v Dokumente o rozsahu
Sluzieb PE k Objednavke (,Kvéta zdrojov
podpory“). Priradenie Zdrojov podpory musi
nastat do Siestich (6) tyzdhov po uplatneni
Objednavky. Kvota  zdrojov  podpory
nezahfiia ziadne dovolenky priradenych
Zdrojov podpory.

21.2 V zavislosti od roly aktivity priradeného
Zdroja podpory pozostavaju z jednej alebo z
akejkolvek kombinacie nasledujucich oblasti
do uplatnitelného rozsahu tak, ako sa strany
vzajomne dohodli:
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SAP Engineering Architect (“EA”)

e Understands Licensee’s software
solution and business processes and is
able to help Licensee address areas of
concern

e Preparation, realization and follow-up of
strategic planning workshops to identify
and detail Licensee focus areas

e Assists Licensee with managing agreed
to focus projects covering:

Integrated end-to-end application

lifecycle management

o Integration validation of complex
Licensee solutions

o Operate the SAP solution more
efficiently

o Accelerated innovation for custom

built solutions and rapid prototyping

@)

e Provides transparency about focus area
progress via balanced score card
including jointly agreed key performance
indicators (“KPIs”)

¢ Manages quality gates for selected focus
area projects

e Assists Licensee in monitoring
thresholds of key operations processes
and reactively listens to Licensee
concerns

e Tracks and reports on Top-lssues at
Licensee’s executive level

SAP Technical Quality Manager (“TQM”)

e Provide strategic advice, guidance and
assistance in the following areas:

o Technical risk management/program
management of complex Licensee
Software implementation, upgrade
and change management projects

o Preparation of an SAP release &
upgrade strategy that is aligned with
Licensee’s information technology
(IT) strategy

Architekt inzinierskych rieSeni SAP
(,AIS™)

e Rozumie softvérovym rieSeniam a
obchodnym  procesom a dokaze
pomahat Nadobudatelovi licencie rieSit
problémy tykajuce sa konkrétnych
oblasti

e Priprava, realizacia a sledovanie
workshopov strategického planovania na
identifikaciu a Specifikovanie oblasti
zamerania Nadobudatela licencie

e Pomaha Nadobudatelovi licencie so
spravou odsuhlasenych projektov, ktoré
sa tykaju tychto oblasti:

o Integrovana komplexna sprava
zivotného cyklu aplikacii

o Overenie integracie komplexnych
rieSeni Nadobudatela licencie

o Efektivnejsie prevadzkovanie
rieSenia spolo¢nosti SAP

o Zrychlena inovacia vlastnych rieSeni
a rapid prototyping
e Zabezpecuje transparentnost postupov v
oblastiach zaujmu prostrednictvom kariet
BSC vratane vzajomne odsuhlasenych
kfacovych ukazovatelov vykonu (,KPI®)

e Spravuje ramec kvality pre vybraté
projekty oblasti zaujmu

e Pomaha Nadobudatelovi licencie
monitorovat prahové hodnoty klu€ovych
prevadzkovych procesov a reaguje na
pripomienky Nadobudatefla licencie

e Sleduje a vykazuje Podstatné zadania
na urovni vedenia Nadobudatela licencie

Manazér technickej kontroly spolo¢nosti
SAP (,,MTK")

e Poskytuje  strategické poradenstvo,
vedenie a podporu v nasledujucich
oblastiach:

o Riadenie technickych rizik/riadenie
programu  projektov  komplexnej
implementacie Softvéru
Nadobudatela licencie, inovacie a
spravy zmien

o Priprava stratégie spolo¢nosti SAP
pre vydania a inovaciu, ktora sa zladi
so stratégiou pre informacéné
technolégie  (IT)  Nadobudatela
licencie
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o lIdentification of potential areas for
reducing Licensee’s total cost of
operations; and the optimization
(continuous improvement) of
Licensee’s SAP Software Solution

o Introduction of SAP  support
requirements into Licensee support
processes

o Use of SAP support tools (e.g. SAP
Note Assistant, SAP Notes Search
and SAP Solution Manager
Enterprise Edition)

e Assist Licensee in the development of IT
strategies, solution strategies, and
solution operations at the project
management level that may include, but
are not limited to, the following areas:

o Solution availability management,
monitoring and performance

o Risk mitigation plan(s) for critical
maintenance issues

o Incident reduction and/or avoidance

e Develop and maintain a Licensee-
specific PE Services engagement
Service and Support Plan that is
mutually agreeable to the parties

o Facilitate the execution (i.e. delivery
process) of the mutually agreed to PE
Services engagement Service and
Support Plan including the coordination
of individual service deliveries and SAP
resource staffing process at the project
level

e Track Licensee’s implementation of
SAP’s recommendations and action
plans resulting from the delivery of SAP
Support Services hereunder

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

All SAP Embedded Support Services shall
be coordinated with Licensee’s designated
Engagement Manager. Changes to the
scope of the SAP Embedded Support
Services may be made upon prior written
mutual agreement of the parties hereto. Any
such changes to the SAP Embedded
Support Services shall in all cases only relate
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o ldentifikacia potencialnych oblasti

znizenia celkovych nakladov
Nadobudatela licencie na prevadzku
a optimalizacia (neustale

vylepSovanie) Softvérového rieSenia
spoloénosti SAP  Nadobudatela
licencie

o Uvedenie poziadaviek podpory
spolo¢nosti  SAP do  procesov
podpory Nadobudatela licencie

o Pouzivanie nastrojov podpory
spolo¢nosti SAP (napr. SAP Note
Assistant, SAP Notes Search a SAP
Solution Manager Enterprise Edition)

e Pomoc Nadobudatelovi licencie pri vyvoji
IT stratégii, stratégii rieSeni a operacii
rieSeni na Urovni riadenia projektu, ktora
mbze okrem iného zahfhat nasledujuce
oblasti:

o Sprava, monitorovanie a realizacia
dostupnosti rieSeni

o Plany minimalizacie rizik pre kritické
problémy s udrzbou

o Redukcia alalebo
Incidentom

vyhybanie sa

¢ Vyvoj a udrzba Planu sluzieb a podpory
pre dohody Sluzieb PE Specifickych pre
daného Nadobudatela licencie, ktory je
vzajomne odsuhlasitelny oboma
stranami.

e ZjednoduSenie realizacie (t. j. procesu
dodavok) vzajomne odsuhlaseného
Planu sluzieb a podpory pre dohody
Sluzieb PE  vratane koordinacie
individualnych  dodavok sluzieb a
procesu obsadenia zdrojov spolo¢nosti
SAP na urovni projektu

e Sledovanie implementacie odporucani a
akénych  planov  spoloCnosti  SAP
vyplyvajucich z dodavky Sluzieb SAP
Support Services podla tohto dokumentu
Nadobudatelom licencie

o Poskytovanie pravidelnych sprav o stave
a rizikach na urovni riadenia projektu
Nadobudatela licencie

VSetky sluzby SAP Embedded Support
Services musia byt koordinované uréenym
Manazérom Nadobudatela licencie pre
dohody. Zmeny v rozsahu sluzieb SAP
Embedded Support Services je mozné
vykonat na zaklade predchadzajicej
vzajomnej pisomnej dohody oboch stran k
tomuto dokumentu. Akékolvek takéto zmeny
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to SAP Embedded Support Services and no
other type of SAP services.

SAP Support Services

SAP Support Services are available as a
component of an SAP MaxAttention Support
Services or an SAP ActiveEmbedded
Support Services engagement.

In support of SAP’s Innovation Control
Center and SAP’s Operation Control Center
approaches, SAP may provide Planning and
Safeguarding, Solution Management
Optimization (“SMQO”), Empowering, Solution
Architect, Landscape Transformation
Management, Rapid Prototyping, Technical
Implementation Support, Functional
Implementation Support, and/or Custom
Solutions services (collectively “SAP Support
Services”) during Normal Business Hours
(unless otherwise agreed to in writing by the
parties in advance) as may be determined by
SAP and Licensee in the agreed to PE
Services engagement Service and Support
Plan, for the quota of SAP Support Services
days per Period during the PE Services Term
specified in the PE Services Scope
Document to an Order Form (“Support
Services Quota”).

Within the Support Services Quota, Licensee
shall be entitled to choose any standard SAP
Support Service from SAP’s then current
portfolio of SAP Support Services. A listing of
SAP’s current SAP Support Services is
available at http://sapsupport.info/support-
offerings/premium-engagements/sap-
support-service-list/.

To schedule SAP Support Services,
Licensee shall contact the assigned TQM or
designated Support Resource. SAP requires
a minimum lead-time of five (5) weeks for
scheduling SAP Support Service delivery
requests. If reasonably possible for SAP,
SAP Support Services may also be
scheduled based on short-term needs and
according to arising project requirements.
Notwithstanding the preceding sentence, in
the event Licensee requires completed drug
testing and/or background checks for
assigned SAP resources as a prerequisite for
the delivery of SAP Support Services, the
lead-time for such SAP Support Service
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sluzieb SAP Embedded Support Services sa
vo vSetkych pripadoch vztahuju len na
sluzby SAP Embedded Support Services a
ziadny iny typ sluzieb spolo¢nosti SAP.

SAP Support Services

Sluzby SAP Support Services su k dispozicii
ako sucCast dohody SAP MaxAttention
Support Services alebo SAP
ActiveEmbedded Support Services.

Na podporu pristupov Innovation Control

Center a Operation Control Center
spoloénosti SAP spolo¢nost SAP moéze
poskytnut sluzby Planning and
Safeguarding, Solution Management

Optimization (,SMO®), Empowering, Solution
Architect, Landscape Transformation
Management, Rapid Prototyping, Technical
Implementation Support, Functional
Implementation Support a/alebo Custom
Solutions (spolo¢ne oznadované ako ,SAP
Support Services”) poas Beznej pracovnej
doby (ak sa obe strany vopred pisomne
nedohodnu inak) tak, ako si to spolo¢nost
SAP a Nadobudatel licencie mohli urcit v
dohodnutom plane sluzieb a podpory pre
dohodu o Sluzbach PE, s kvétou dni pre
poskytovanie sluzieb SAP Support Services
na Obdobie poCas Obdobia Sluzieb PE
zadaného v Dokumente o rozsahu Sluzieb
PE k Objednavke (,Kvéta Support Services®).

V  ramci Kvoty Support Services je
Nadobudatel licencie opravneny na vyber
akejkolvek Standardnej sluzby SAP Support
Service z aktualne platného portfélia sluzieb
SAP Support Services spoloCnosti SAP.
Zoznam aktualnych sluzieb SAP Support
Services spolo¢nosti SAP je k dispozicii na
stranke http://sapsupport.info/support-
offerings/premium-engagements/sap-
support-service-list/.

Na naplanovanie sluzieb SAP Support
Services  Nadobudatel  licencie  musi
kontaktovat’ priradeného MTK alebo uréeny
Zdroj podpory. Spolo¢nost SAP vyzaduje
minimalny pociatocny ¢as pat (5) tyzdhov
pre naplanovanie poziadaviek na dodavky
sluzby SAP Support Service. Ak je to pre
spolo¢nost SAP prijatelné, sluzby SAP
Support Services mézu byt naplanované aj
na zaklade kratkodobych potrieb a podla
aktualnych poziadaviek projektu. Bez ohfadu
na rozpor s predchadzajucou vetou plati, ze
ak Nadobudatel licencie pozaduje
predlozenie vysledkov na testovanie uzivania
drog a/alebo previerok pre priradené Zdroje
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delivery requests shall be a minimum of eight
(8) weeks. SAP shall calculate the estimated
days for a requested SAP Support Service
based on Licensee’s information and
requirements. This estimate shall include
preparation and post processing activities.
The days used for an SAP Support Service
will be deducted from the Support Services
Quota, where applicable. No time shall be
deducted from the Support Services Quota
for travel time. In the event the Licensee
postpones or cancels any already requested
SAP Support Service less than three (3)
weeks before the start date of the SAP
Support Service, SAP may deduct already
rendered days from Licensee’s Support
Services Quota.

Licensee shall define a project team and
make sure that the relevant contact people
are available for the duration of the individual
SAP Support Service deliveries. Such
Licensee project teams should be staffed
with  Licensee’'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 Licensee project team.
Prior to an SAP Support Service delivery, the
Engagement Managers shall agree upon a
more formal agenda for the SAP Support
Service and the required involvement of
Licensee’s project team members.

SAP E2E On-Site Empowering Workshops
shall be delivered in single workshop
deliveries (i.e., no split workshop deliveries)
for a maximum of twenty-four (24) Licensee
participants per workshop delivery. Each
SAP E2E On-Site Empowering Workshop
day is consuming two (2) Support Services
Quota days.

The “Custom Solutions” category of SAP
Support Services are only available for the
Non-Standard Software covered by CDP
Support (described in Section 2.8 below) as
specified in the applicable PE Service Scope
Document to an Order Form.
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SAP ako predpoklad pre dodavku sluzieb
SAP Support Services, pocCiatoény ¢as pre
takéto poziadavky na dodavku sluzby SAP
Support Service bude minimalne osem (8)
tyzdriov. Spolo¢nost SAP vypocita
odhadovany poc¢et dni pre pozadovanu
sluzbu SAP Support Service na zaklade
informacii a poziadaviek Nadobudatela
licencie. Tento odhad zahffia aj pripravu a
aktivity po spracovani. Dni vyuzité na
poskytnutie sluzby SAP Support Service sa
od¢itaju od Kvoty Support Services tam, kde
je to mozné. Za Cas potrebny na cestovanie
sa od Kvoty Support Services neodcita
ziadny €as. Ak Nadobudatel licencie odlozi
alebo zrusi akukolvek uz pozadovanu sluzbu
neskor nez tri (3) tyzdne pred pociato€nym
datumom poskytnutia sluzby SAP Support
Service, spolo¢nost SAP mbéze odcitat uz
vyCerpané dni od Kvéty Support Services
Nadobudatela licencie.

Nadobudatel licencie definuje projektovy tim
a zabezpec&i dostupnost relevantnych
kontaktnych osbb poc€as trvania dodavky
jednotlivych sluzieb SAP Support Service.
Tieto projektové timy Nadobudatela licencie
pozostavaju z Projektového manazéra IT,
vlastnikov prislusnych podnikovych
procesov, systémovych administratorov,
aktivnych pouzivatelov a os6b Nadobudatela
licencie zodpovednych za implementaciu
prislusnych kfa€ovych podnikovych
procesov. Agenda vyzaduje ucast niektorych
alebo vSetkych c¢lenov projektového timu
Nadobudatela licencie. Pred dodavkou
sluzby SAP Support Service si Manazéri pre
dohody musia odsuhlasit formalnejSiu
agendu pre sluzbu SAP Support Service a
pozadovanu Uc€ast Clenov projektového timu
Nadobudatefla licencie.

Hodnotenia SAP E2E On-Site Empowering
Workshops sa dodavaju ako ucelené
dodavky hodnotenia (t. j., nie ako rozdelené
dodavky) pre maximalne dvadsatStyri (24)
ucastnikov zo strany Nadobudatela licencie
na jednu dodavku hodnotenia. Kazdy den
hodnotenia SAP E2E On-Site Empowering
Workshop zabera dva (2) dni Kvoty Support
Services.

Kategoria ,Custom Solutions” sluzieb SAP
Support Services je k dispozicii len pre
NeStandardny softvér, na ktory sa vztahuje
podpora CDP Support (popisana v Clanku
2.8 nizSie) Specifikovana v prislusnom
Dokumente o rozsahu Sluzieb PE k
Objednavke.
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SAP Premium Mission Critical Support

SAP Premium Mission Critical Support is
only available as a component of an SAP
ActiveEmbedded Support Services
engagement for Licensee’s receiving an SAP
Service Level Agreement as part of their
Support Schedule or as a component of an
SAP ActiveEmbedded Support Services
engagement.

SAP shall assign an individual to remotely
coordinate and/or assist a Licensee
designated executive management contact
(“Licensee Executive Contact”) with Top-
Issues related to Priority 1 support messages
(as Priority 1 support messages are defined
in SAP Note 67739 or any future SAP Note
that replaces SAP Note 67739) that are
beyond the scope of SAP’s message
handling processes. Assignment of the SAP
individual shall occur approximately four (4)
hours following Licensee’s request
documented in a Priority 1 message. The
assigned SAP individual will be available to
Licensee’s Executive Contact from 7:00 am
until 8:00 pm (unless otherwise agreed to in
writing by the parties in advance) in the time
zone where Licensee’s Executive Contact is
located and shall remain engaged until the
earliest of the following occurs: (i) resolution
of the Priority 1 message or Top-Issue; (ii)
reduction of the support message priority
level to a priority level other than Priority 1; or
(i) agreement of the parties to disengage
the assigned SAP individual.

SAP Expertise on Demand

SAP Expertise on Demand is available as a
component of SAP MaxAttention Support
Services or an SAP ActiveEmbedded
Support Services engagements only.

SAP Expertise on Demand (“EoD” or “EoD
Services”) is a remote service which provides
SAP resources to fill Licensee’s need for
short to medium-term duration (up to a
maximum of ten person-days in duration)
tasks. These tasks target technically complex
or unusual issues that are typically beyond
the experience of Licensee’s staff such as:
minor Modifications of SAP Software; minor
configuration changes of Licensee’'s SAP
Software system; knowledge transfer on SAP
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SAP Premium Mission Critical Support

SAP Premium Mission Critical Support je k
dispozicii len ako sucast dohody SAP
ActiveEmbedded Support Services pre
Nadobudatela licencie vyuzivajuceho
Dohodu o urovni sluzieb SAP v ramci Popisu
sluzieb podpory alebo ako sucast dohody
SAP ActiveEmbedded Support Services.

Spolo¢nost SAP urc¢i osobu, ktora na dialku
koordinuje alalebo pomaha uréenému
vykonnému kontaktu Nadobudatela licencie
(,Vykonny kontakt Nadobudatela licencie®) s
Podstatnymi  zadaniami  sUvisiacimi s
hlaseniami o potrebe podpory s Prioritou 1
(tak, ako su hlasenia o potrebe podpory s
Prioritou 1 definované v pokyne SAP Note
67739 alebo v akomkolvek budicom pokyne
SAP Note, ktory nahradi pokyn SAP Note
67739), ktoré nespadaju do ramca procesov
spracovania hlaseni spolo€nosti SAP. K
priradeniu osoby spolo¢nosti SAP dochadza
priblizne po Styroch (4) hodinach od
poziadavky Nadobudatela licencie, ktora je
zdokumentovana v hlaseni s Prioritou 1.
Priradena osoba spolo¢nosti SAP bude k
dispozicii Vykonnému kontaktu
Nadobudatela licencie od 07:00 do 20:00 (ak
sa strany vopred pisomne nedohodnu inak) v
¢asovom pasme, v ktorom sa nachadza
Vykonny kontakt Nadobudatefa licencie, a
zostane nasadena az dovtedy, kym neddjde
k niektorej z nasledujucich udalosti: (i)
vyrieSenie hlasenia s Prioritou 1 alebo
Podstatného zadania, (ii) znizenie uUrovne
priority hlasenia o potrebe podpory na inu
uroven priority nez je Priorita 1 alebo (iii)
dohoda medzi stranami o zruSeni nasadenia
priradenej osoby spolo¢nosti SAP.

SAP Expertise on Demand

Sluzba SAP Expertise on Demand je k
dispozicii ako suCast dohody SAP
MaxAttention Support Services alebo SAP
ActiveEmbedded Support Services.

SAP Expertise on Demand (,EoD“ alebo
-oluzba EoD®) je vzdialena sluzba, ktora
poskytuje zdroje spolo¢nosti SAP na
uspokojovanie poziadaviek Nadobudatela
licencie pre kratkodobé a strednodobé ulohy
(v trvani maximalne desat Clovekodni). Tieto
ulohy su zamerané na technicky zlozité
alebo nezvyCajné problémy, ktoré zvyc€ajne
presahuju moznosti pracovnikov
Nadobudatela licencie, ako napriklad drobné
Modifikacie Softvéru SAP, drobné zmeny
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Software and similar tasks. EoD Services do
not include: (i) reaction on Licensee incidents
as these are covered under the Support
Schedule to the License Agreement; or (ii)
non-standard software received from SAP’s
Custom Development organization.
EoD Services shall be provided during
Normal Business Hours for the quota of EoD
days per Period during the PE Services Term
specified in a PE Services Scope Document
to an Order Form (“EoD Quota”).

To engage EoD Services, Licensee shall
submit an EoD task request to SAP through
Licensee’s SAP Solution Manager Enterprise
Edition system identifying the task and
supporting information for the EoD Task for
which  Licensee is requesting SAP’s
assistance (“EoD Task”). SAP shall then
analyze Licensee’s EoD Task request.
Licensee understands and accepts that SAP
may reject an EoD Task submitted by
Licensee if the request does not constitute
an actual EoD Task in accordance with this
Section 2.4 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
Licensee. In the event Licensee 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 four (4) hours to
complete an accepted EoD Task) for such
EoD Task effort. Upon Licensee’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 complete an accepted
EoD Task shall be deducted from the EoD
Quota. EoD Services cannot be used to
deliver SAP Support Services listed in
Section 2.2 above.

SAP shall use commercially reasonable
efforts to fulfill EoD Task requests submitted
by Licensee, however, SAP does not
guarantee that it can or will fulfill every EoD
Task request submitted by Licensee

242

243

konfiguracie  systému  Softvéru  SAP
Nadobudatela licencie, poskytovanie
poznatkov v Softvéri SAP a podobné ulohy.
Sluzby EoD nezahffiaju: (i) reakciu na
incidenty Nadobudatela licencie, pretoze na
tieto sa vztahuje Popis sluzieb podpory pre
Licenénd zmluvu, alebo (ii) neStandardny
softvér prijaty od organizacie Custom
Development spolo¢nosti SAP.
Sluzby EoD sa poskytuju polas Beznej
pracovnej doby v ramci kvéty dni EoD na
Obdobie pocas Obdobia Sluzieb PE
zadaného v Dokumente o rozsahu Sluzieb
PE k Objednavke (,Kvota EoD).

Na  uplatnenie  Sluzby  EoD musi
Nadobudatel licencie spoloCnosti  SAP
odoslat ZzZiadost o vykonanie ulohy EoD
prostrednictvom systému SAP  Solution
Manager Enterprise Edition Nadobudatela
licencie s identifikaciou ulohy a podpornymi
informaciami pre ulohu EoD, pre ktoru
Nadobudatel licencie pozaduje pomoc
spolognosti SAP (,Uloha EoD*). Spolo¢nost
SAP potom analyzuje ziadost Nadobudatefla
licencie o vykonanie Ulohy  EoD.
Nadobudatel licencie si je vedomy a suhlasi
s tym, ze spolo¢nost SAP méze zamietnut
Ulohu EoD odoslani Nadobudatelom
licencie, ak ziadost nepredstavuje skuto¢nu
Ulohu EoD v sulade s tymto Clankom 2.4
alebo ak Ulohu EoD nemozno uskutognit v
dosledku  technickych alebo  pravnych
nasledkov. V  pripadoch, v  ktorych
spoloénost SAP moéze uskutodnit Ulohu
EoD, musi spoloénost SAP Nadobudatelovi
licencie predlozit akény plan na vykonanie
Ulohy EoD. Ak Nadobudatel licencie
akceptuje akény plan a suhlasi s tym, aby
spolo¢nost SAP zacala pracovat na danej
ulohe, spolo€nost SAP poskytne informacie
o odhadovanom trvani prac na takejto Ulohe
EoD (v hodinach, pricom minimalne trvanie
vykonania akceptovanej Ulohy EoD musi byt
Styri (4) hodiny). Na zaklade odsuhlasenia
tohto odhadu Nadobudatefom licencie
spolo€nost SAP zaCne pracovat na vykonani
Ulohy EoD v stlade s ak&nym planom.
Skuto¢ny pocet hodin  vyuzitych na
dokoné&enie odsthlasenej Ulohy EoD sa
od¢ita od Kvoty EoD. Sluzba EoD sa
neméze pouzit na dodavku sluzieb SAP
Support Services uvedenych v Clanku 2.2
vysSie.

Spoloénost SAP  pouzije  komeréne
primerané usilie na splnenie poziadaviek na
vykonanie Uloh EoD odoslanych
Nadobudatelom licencie, spolo€nost SAP
vSak nerudi za to, ze mdze splnit alebo spini
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hereunder and SAP shall have no liability in
the event it cannot or does not fulfill such
EoD Task request. SAP shall notify Licensee
in the event it cannot fulfil an EoD Task
request. In the event SAP commences work
on an EoD Task and subsequently
determines that it cannot or will not complete
such EoD Task, SAP shall provide Licensee
with a written explanation of the reasons for
such action.

SAP On-Call Duty Services

SAP On-Call Duty Services are available as
a component of SAP MaxAttention Support
Services or an SAP ActiveEmbedded
Support Services engagements only.

SAP On-Call Duty offers Licensee remote
access to a contact person within SAP’s
support organization to support Licensee in
his critical business processes, if necessary.
Such SAP On-Call Duty contact shall be
available for the quota of SAP On-Call Duty
sessions per Period during the PE Services
Term specified in the PE Services Scope
Document to an Order Form (“On-Call Duty
Quota”).

An SAP On-Call-Duty session is:

e either Monday to Sunday starting 08:00
and ending 20:00 the same day in
Licensee’s local time zone

e or Monday to Sunday starting 20:00 and
ending 08:00 the following day in
Licensee’s local time zone

To schedule SAP On-Call Duty Services
Licensee shall make a request in writing to the
TQM or the designated Support Resource.
The scheduling of SAP On-Call Duty is
subject to five (5) weeks advance notice.

SAP Service Level Agreement

SAP Service Level Agreement is available as
a component of SAP MaxAttention Support
Services or SAP ActiveEmbedded Support
Services engagements to Licensees who are
subscribing to SAP’s Product Support for

2.5
2.51

252

253

2.6
2.6.1

kazdu poziadavku na vykonanie Ulohy EoD
odoslanu Nadobudatelom licencie podla
tohto dokumentu a spolo¢nost SAP nenesie
Ziadnu zodpovednost v pripade, ak nemébze
splnit’ alebo ak nesplni takuto poziadavku na
vykonanie Ulohy EoD. Ak spolo¢nost SAP
nembze splnit poziadavku na vykonanie
Ulohy EoD, oznami to Nadobudatelovi
licencie. Ak spolo¢nost SAP zacne pracovat
na Ulohe EoD a nasledne dospeje k nazoru,
Ze nemdze spinit alebo nespini tato Ulohu
EoD, spolo¢nost SAP poskytne
Nadobudatelovi licencie pisomné vysvetlenie
dévodov pre toto rozhodnutie.

SAP On-Call Duty Services

Sluzba On-Call Duty Services je k dispozicii
len ako sucCast dohody SAP MaxAttention
Support Services alebo SAP
ActiveEmbedded Support Services.

SAP On-Call Duty ponuka Nadobudatelovi
licencie vzdialeny pristup ku kontaktnej
osobe v organizacii poskytujucej podporu
spolo¢nosti SAP, aby v pripade potreby
poskytla Nadobudatelovi licencie podporu
pre jeho kritické pracovné procesy. Tento
kontakt pre sluzbu SAP On-Call Duty bude k
dispozicii po€as kvéty pre relacie SAP On-
Call Duty na Obdobie po¢as Obdobia Sluzieb
PE Specifikovaného v Dokumente o rozsahu
Sluzieb PE k Objednavke (,Kvéta On-Call
Duty").

Relacia SAP On-Call-Duty je:

e od pondelka do nedele v ¢ase od 08:00
do 20:00 toho istého dna v miestnom
¢asovom pasme Nadobudatela licencie,

e alebo od pondelka do nedele v ¢ase od
20:00 do 08:00 nasledujuceho dna v
miestnom ¢asovom pasme
Nadobudatela licencie.

Na naplanovanie sluzieb SAP On-call Duty
Services je potrebné, aby Nadobudatel
licencie odoslal pisomnu poziadavku MTK
alebo uréenému zdroju podpory.
Naplanovanie sluzby On-Call Duty sa
oznamuje pat (5) tyzdnov vopred.

Dohoda o trovni sluzieb SAP

Dohoda o urovni sluzieb SAP je k dispozicii
ako suc€ast dohody SAP MaxAttention
Support Services alebo SAP
ActiveEmbedded Support Services pre
Nadobudatelov licencie s predplatenym
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2.6.2

Large  Enterprises  (“PSLE”)  Support
Schedule. Licensees under contract with
SAP for SAP Enterprise Support will receive
SLA in accordance with those terms.

The following Service Level Agreement
(“SLA” or “SLAs”) commitments shall apply to
all Licensee incidents that SAP accepts as
being Priority 1 or 2, and which fulfill the
prerequisites specified herein, for the
productive Licensee installations and system
id's (“SIDs”) specified in the PE Services
Scope Document to an Order Form. All
productive SID’s under the same Licensee
installation must be included in the Licensee
installations and SID combinations covered
by the SLA hereunder. Such SLAs shall
commence in the first full Calendar Quarter
following execution of the Order Form.

SLA for Initial Response Times:

a. Priority 1 Incidents (“Very High”). SAP
shall respond to Priority 1 incidents within
one (1) hour of SAP’s receipt (twenty-four
hours a day, seven 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 in the Production
System, or issues and/or failures identified
and jointly prioritized by SAP and Licensee
which endanger Go-Live of a pre-production
system or have a significant business impact
on Licensee’s core production system.

b. Priority 2 Incidents (“High”). SAP shall
respond to Priority 2 incidents within four (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 in the SAP system that are
required to perform such transactions and/or
tasks.

2.6.2

Popisom sluzieb podpory Product Support
for Large Enterprises (,PSLE") spolo¢nosti
SAP. Nadobudatelia licencie, ktori maju so
spolo€nostou SAP zmluvu o poskytovani
sluzieb SAP Enterprise Support, ziskaju SLA
v sulade s jej podmienkami.

Nasledujuce podmienky Dohody o urovni
sluzieb (Service Level Agreement, ,SLA®) sa
vztahuju na vSetky incidenty Nadobudatela
licencie, ktoré spolo€nost SAP prijima ako
hlasenia s Prioritou 1 alebo 2 a ktoré spifiaju
predpoklady uvedené v tomto dokumente pre
produktivne instalacie Nadobudatela licencie
a ID systému (,SID“) zadané v Dokumente o
rozsahu Sluzieb PE k Objednavke. V3etky
produktivne SID v ramci rovnakej inStalacie
Nadobudatela licencie musia byt zahrnuté
do kombinacii instalacii a SID Nadobudatela
licencie, na ktoré sa vztahuje SLA podla
tohto dokumentu. Tieto dohody SLA sa
zaCinaju uplathovat v prvom Uplnom
Kalendarnom Stvrtroku nasledujucom po
uplatneni Objednavky.

SLA pre doby do prvej odozvy:

a. Incidenty s Prioritou 1 (,velmi vysoka®).
Spolo¢énost SAP zareaguje na incidenty s
Prioritou 1 do jednej (1) hodiny od prijatia
takychto incidentov s Prioritou 1
spolo€nostou SAP  (dvadsatStyri hodin
denne, sedem dni v tyzdni). Incidentu sa
priradi Priorita 1, ak ma problém velmi vazne
dosledky na bezné podnikové operacie a nie
je mozné vykonavat urgentné prace, ktoré
su kritické pre €innost podniku. Toto je vo

vSeobecnosti  spO6sobené  nasledujucimi
okolnostami:  uplny vypadok systému,
zlyhania  centralnych  funkcii SAP v

Produktivnom systéme, alebo problémy
al/alebo zlyhania identifikované a spoloCne

prioritizované spolo¢nostou SAP a
Nadobudatelom licencie, ktoré ohrozuju
spustenie produktivnej prevadzky

predproduktivneho systému alebo maju
vyznamny obchodny vplyv na kfucovy
produktivny systém Nadobudatela licencie.

b. Incidenty s Prioritou 2 (,vysoka“)
Spoloénost SAP zareaguje na incidenty s
Prioritou 2 do Styroch (4) hodin od prijatia
takychto incidentov s Prioritou 2
spolo€nostou SAP pocas miestnej pracovnej
doby spolo¢nosti SAP. K incidentu sa priradi
Priorita 2, ak su vazne postihnuté bezné
podnikové operacie a nie je mozné
vykonavat nevyhnutné Julohy. Je to
spOsobené nespravnymi alebo nefungujucimi
funkciami v systéme SAP, ktoré su potrebné
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2.6.3

2.6.4

c. For further information on assigning priority
levels see SAP Note 67739 available in the
SAP Notes Database on SAP’s Support
Portal (currently located on the SAP Service
Marketplace at http://support.sap.com/notes).

SLA for Corrective Action Response Time for
Priority 1 Incidents: SAP shall provide a
solution, workaround or action plan for
resolution (“Corrective Action”) of Licensee’s
Priority 1 incident within four (4) hours of
SAP’s receipt (twenty-four hours a day,
seven days a week) of such Priority 1
incidents. In the event an action plan is
submitted to Licensee as a Corrective Action,
such action plan shall include: (i) status of
the error resolution process; (ii) planned next
steps, including identifying responsible SAP
resources; (iii) required Licensee actions to
support error resolution process; (iv) to the
extent possible, due dates for SAP’s actions;
and (v) date and time for next status update
from SAP. Subsequent status updates shall
include a summary of the actions undertaken
so far; planned next steps; and date and time
for next status update. 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
(a) the status Customer Action means the
incident was handed over to Licensee; and
(b) the status SAP Proposed Solution means
SAP has provided a Corrective Action as
outlined herein. The SLA for Corrective
Action shall be deemed met if within four (4)
hours of processing time: SAP proposes a
solution (status “SAP Proposed Solution”), a
workaround or an action plan; or if Licensee
agrees to reduce the priority level of the
incident.

Prerequisites and Exclusions

a. Prerequisites. The SLAs shall only apply
when the following prerequisites are met for
all incidents:
(i) incidents are related to releases of SAP

2.6.3

2.6.4

na vykonavanie takychto operacii a/alebo
uloh.

c. Dalsie informacie o priradovani Grovni
priority najdete v pokyne SAP Note 67739,
ktory je k dispozicii v databaze pokynov SAP
Note na portali Support Portal spolo¢nosti
SAP (aktualne sa nachadza na lokalite SAP
Service Marketplace na adrese
http://support.sap.com/notes).

SLA pre reakény €as pre napravné opatrenia
pri incidentoch s Prioritou 1: spolo¢nost SAP
poskytne rieSenie, doCasné rieSenie alebo
akény plan na vyrieSenie (dalej len

~napravné opatrenie®) pre incident
Nadobudatela licencie s Prioritou 1 do
Styroch (4) hodin od prijatia takychto

incidentov s Prioritou 1 spoloénostou SAP
(24 hodin denne, sedem dni v tyzdni). Ak sa
Nadobudatelovi licencie  predlozi  ako
Napravné opatrenie akény plan, tento akény
plan musi obsahovat: (i) stav procesu
rieSenia chyb, (ii) dalSie planované kroky
vratane urCenia zodpovednych zdrojov
spolo¢nosti SAP, (iii) pozadované akcie
Nadobudatela licencie na podporu procesu
rieSenia chyb, (iv) pokial je to mozné,
planované datumy akcii spolo¢nosti SAP a
(v) datum a Cas nasledujucej aktualizacie
stavu  spolo€nostou SAP. Nasledujuce
aktualizacie stavu budu obsahovat zhrnutie
doposial vykonanych akcii, dalSie planované
kroky a datum a ¢&as nasledujicej
aktualizacie stavu. SLA pre napravné
opatrenie sa vztahuje len na ta €ast Casu
spracovania, ked sa incident spracovava v
spolo¢nosti SAP (,Cas spracovania“). Cas
spracovania nezahffia ¢as, ked ma incident
stav ,Akcia zakaznika“ alebo ,RieSenie
navrhnuté spolo¢nostou SAP kde (a) stav
~Akcia zakaznika“ znamena, ze incident bol
postupeny Nadobudateflovi licencie, a (b)
stav ,RieSenie navrhnuté spolo¢nostou SAP*
znamenda, ze spolo¢nost SAP poskytla
napravné opatrenie, ako je uvedené v tomto
Popise. SLA pre Napravné opatrenie sa
povazuje za splnenu, ak do Styroch (4) hodin
Casu spracovania spoloénost SAP navrhne
rieSenie (stav ,RieSenie navrhnuté
spolo¢nostou SAP*), do¢asné rieSenie alebo
akény plan alebo ak Nadobudatel licencie
suhlasi so znizenim Urovne priority incidentu.

Predpoklady a vyluky

a. Predpoklady. SLA sa uplathuju iba v
pripade, ak su pre vSetky incidenty splnené
nasledujuce predpoklady:
(i) incidenty suvisia s vydaniami Softvéru
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Software which are classified by SAP with
the shipment status “unrestricted shipment”,
except for support incidents related to Root
Cause for Custom Code described in Section
2.7 below; (ii) incidents are submitted by
Licensee in English via the SAP Solution
Manager Enterprise Editions 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 error; (iii)
incidents are related to a product release of
SAP Software which falls into Mainstream
Maintenance or Extended Maintenance. For
Priority 1 incidents, the  following
prerequisites must be fulfilled by Licensee:
(a) the issue and its business impact are
described in detail sufficient to allow SAP to
assess the issue; (b) Licensee makes
available for communications with SAP,
twenty four (24) hours a day, seven (7) days
a week, an English speaking contact person
with training and knowledge sufficient to aid
in the resolution of the Priority 1 message
consistent with Licensee’s obligations
hereunder; and (c) a Licensee contact
person is provided for opening a remote
connection to the system and to provide
necessary log-on data to SAP.

b. Exclusions. The following types of Priority
1 incidents are excluded from the SLAs: (i)
incidents regarding a release, version and/or
functionalities  of software  developed
specifically for Licensee (including without
limitation those developed by SAP Custom
Development and/or by SAP subsidiaries)
except for custom code built with the SAP
development  workbench; (i) 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 associated organization; and (iii) the
root cause behind the incident is not a
malfunction, but missing functionality
(“development request”’) or the incident is
ascribed to a consulting request.

SAP, ktoré su klasifikované spolo¢nostou
SAP stavom dodavky ,neobmedzena
dodavka“, s vynimkou incidentov podpory
suvisiacich s Analyzou hlavnych pri¢in pre
vlastny kéd popisany v Clanku 2.7 nizsie, (ii)
incidenty su odoslané Nadobudatefom
licencie v anglickom jazyku a
prostrednictvom systému SAP  Solution
Manager Enterprise Editions v sulade s
aktualne platnym postupom spolo¢nosti SAP
pre prihlasenie na spracovanie incidentov,
ktory obsahuje potrebné relevantné detaily
(ako je uvedené v pokyne SAP Note 16018
alebo v akomkolvek budiucom pokyne SAP
Note, ktory nahradi pokyn SAP Note 16018),
aby spolo¢nost SAP mohla prijat opatrenia v
suvislosti s nahlasenou chybou, (iii) incidenty
sUvisia s vydanim produktu Softvéru SAP,
ktory spada pod Standardnu Gdrzbu alebo
RozSirenu udrzbu. Pre incidenty s Prioritou 1
musi Nadobudatel licencie spinit’
nasledujuce predpoklady: (a) problém a jeho
dopad na podnik su popisané dostato¢ne
podrobne, aby spolo¢nost SAP mohla
problém posudit, (b) Nadobudatel licencie da
k dispozicii na komunikaciu so spolo¢nostou
SAP na dvadsatStyri (24) hodin denne,
sedem (7) dni v tyzdni anglicky hovoriacu
kontaktnU  osobu so  Skoleniami a
vedomostami dostatoénymi pre pomoc pri
rieSeni hlasenia s Prioritou 1 v sulade so
zavazkami Nadobudatela licencie podfa tejto
dohody a (c) kontaktna osoba Nadobudatela
licencie zabezpeéi otvorenie vzdialeného
pripojenia k systému a spolo¢nosti SAP
poskytne potrebné prihlasovacie udaje.

b. Vyluky. Zo SLA su vylu¢ené nasledujice
typy incidentov s Prioritou 1: (i) incidenty
tykajuce sa vydania, verzie a/alebo funkcii
softvéru vyvinutého Specificky pre
Nadobudatela licencie (vratane tych, ktoré
vyvinula organizacia SAP Custom
Development a/alebo dcérske spoloénosti
SAP) s vynimkou vlastného  kddu
vytvoreného pomocou vyvojového prostredia
SAP, (ii) incidenty tykajuce sa
narodnych/lokalizovanych verzii, ktoré su
realizované ako partnerské doplnky add-on,
vylepSenia ¢i modifikacie, su vyslovne
vyli¢ené, a to aj v pripade, ak takéto
lokalizované verzie boli vytvorené
spolo¢nostou SAP  alebo pridruzenou
organizaciou, a (iii) incidenty, ktorych
hlavnou pri¢inou nie je nespravna, ale
chybajiaca funkcia (,development
request/vyvojova poziadavka®), alebo ak ide
o incident, ktory vyzaduje poskytnutie
poradenskych sluzieb.
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2.6.5

Service Level Credit

2.6.5.1 SAP shall be deemed to have met
its obligations pursuant to the SLAs as stated
above by reacting within the allowed time
frames in ninety-five percent (95%) of the
aggregate cases for all SLAs within a
Calendar Quarter. In the event Licensee
submits less than twenty (20) incidents (in
the aggregate for all SLAs) pursuant to the
SLAs stated above in any Calendar Quarter
during the PE Services Term, Licensee
agrees that SAP shall be deemed to have
met its obligations pursuant to the SLAs
stated above if SAP has not exceeded the
stated SLA time-frame in more than one

incident during the applicable Calendar
Quarter.
2.6.5.2. Subject to Section 2.6.5.1 above,

in the event that the timeframes for the SLA’s
are not met (each a “Failure”), the following
rules and procedures shall apply: (i)
Licensee shall inform SAP in writing of any
alleged Failure; (ii) SAP shall investigate any
such claims and provide a written report
proving or disproving the accuracy of
Licensee’s claim; (iii) Licensee shall provide
reasonable assistance to SAP in its efforts to
correct any problems or processes inhibiting
SAP’s ability to reach the SLAs; (iv) subject
to this Section 2.6.5, if based on the report,
an SAP Failure is proved, SAP shall apply a
Service Level Credit (“SLC”) to Licensee’s
next MaxAttention or ActiveEmbedded, as
appropriate, Service Fee invoice equal to
one quarter percent (0.25%) of Licensee’s
MaxAttention or ActiveEmbedded, as
appropriate, Service Fee for the applicable
Calendar Quarter for each Failure reported
and proved, subject to a maximum SLC cap
per Calendar Quarter of five percent (5%) of
Licensee’s MaxAttention or
ActiveEmbedded, as appropriate, Service
Fee for such Calendar Quarter. Licensee
bears the responsibility of notifying SAP of
any SLCs within one (1) month after the end
of a Calendar Quarter in which a Failure
occurs. No penalties will be paid unless
notice of Licensee’s well-founded claim for
SLC(s) is received by SAP in writing. The
SLC stated in this Section 2.6.5 is Licensee’s
sole and exclusive remedy with respect to
any alleged or actual Failure.

2.6.5

Kredit za nedosiahnutie stanovenej urovne
sluzieb.

2.6.51 Ak spolo€nost SAP zareaguje v
priebehu povoleného ¢asového ramca v
agregovanych devatdesiatich piatich
percentach (95 %) pripadov za vSetky SLA
pocas Kalendarneho Stvrtroka, povazuje sa
to za splnenie povinnosti spolo¢nosti SAP v
sulade so SLA tak, ako je uvedené vysSie.
Ak Nadobudatel licencie odoSle menej nez
dvadsat (20) incidentov  (agregovana
hodnota za vSetky SLA) v sulade so SLA tak,
ako je wuvedené vysSSie, za akykolvek
Kalendarny Stvrtrok po€as Obdobia Sluzieb
PE, Nadobudatel licencie suhlasi s tym, ze
ak spolo¢nost SAP neprekroCi ureny
Casovy ramec SLA pri viac ako jednom
incidente pocas prislusného Kalendarneho
Stvrtroka, povazuje sa to za splnenie
povinnosti spolo€nosti v sulade so SLA tak,
ako je uvedené vysSie.

2.6.5.2. S prihliadnutim na to, ¢o je
uvedené v Clanku 2.6.5.1, budda v pripade
nesplnenia lehét pre SLA (kazdy pripad

potom predstavuje ,Porusenie®) platit
nasledujuce pravidlda a postupy: (i)
Nadobudatel  licencie bude pisomne

informovat spolo¢nost SAP o akomkolvek
udajnom PoruSeni, (ii) spoloCnost SAP
vySetri kazdé také tvrdenie a poskytne

pisomnu spravu dokazujucu alebo
vyvracajucu opravnenost tvrdenia
Nadobudatela licencie, (iii) Nadobudatel

licencie poskytne spolo¢nosti SAP primeranu
pomoc v Usili o odstranenie akychkolvek
problémov alebo procesov braniacich
spolo¢nosti SAP poskytovat plnenie v sulade
so SLA, (iv) s prihliadnutim na tento Clanok
2.6.5, ak sa na zaklade spravy preukaze
PoruSenie zo strany spolo€nosti SAP,
spoloénost SAP pripiSe Nadobudatelovi
licencie Kredit za nedosiahnutie stanovenej
urovne sluzieb (Service Level Credit, SLC)
na nasledujucu faktiru za poplatok za
poskytovanie Sluzieb MaxAttention alebo
ActiveEmbedded (podla konkrétneho
pripadu) Nadobudatela licencie rovnajuci sa
Stvrtine percenta (0,25 %) poplatku za
poskytovanie Sluzieb MaxAttention alebo
ActiveEmbedded (podla konkrétneho
pripadu) Nadobudatela licencie za prislusny
kalendarny Stvrtrok pre kazdé nahlasené a
preukazané PoruSenie, priom kredit SLC
podlieha maximalnemu limitu za kalendarny
Stvrtrok vo vyske piatich percent (5 %)
poplatku za poskytovanie Sluzieb
MaxAttention alebo ActiveEmbedded (podla
konkrétneho pripadu) Nadobudatela licencie

SAP Service Description for SAP Premium Engagement Support Services SLOVAK v.4-2016 13



2.7

SAP Root Cause Analysis for Custom Code

SAP Root Cause Analysis for Custom Code is only
provided to Licensee’s that have purchased the SAP
Service Level Agreement component described in
Section 2.6 above in a PE Services Scope
Document to an Order Form.

For Licensee 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 2.6.2 and 2.6.3 applicable
for Priority 1 and Priority 2 incidents related to the
productive  Licensee installations and SID
combinations listed in a PE Services Scope
Document to an Order Form that are submitted by
Licensee in accordance with Section 2.6.4(a) above.
In addition to the prerequisites for the SLA’s stated
in Section 2.6.4(a) above, in order to receive SAP’s
Root Cause Analysis for Custom Code service
Licensee’s custom code must be documented
according to SAP’s then-current standards (for
details see http://support.sap.com/supportstandards)
in Licensee’s SAP Solution Manager Enterprise
Edition system. Notwithstanding anything else stated
herein to the contrary, SAP shall be deemed to have
met the SLA for Corrective Action stated above for
Priority 1 incidents related to Licensee custom code
by identifying possible root causes for the incident
and/or failure of Licensee’s custom code. SAP’s
Root Cause Analysis for Custom Code does not
include providing corrections; workarounds; or
incident resolution for Licensee’s custom code
regardless of who created Licensee’s custom code.
Corrections or incident resolution for Licensee
custom code may be provided by SAP Custom
Development under a separate agreement.

za prislusny kalendarny Stvrtrok.
Nadobudatel licencie je zodpovedny za
oznamenie akychkolvek SLC spolo¢nosti
SAP do jedného (1) mesiaca po skonceni
kalendarneho Stvrtroka, v ktorom doSlo k

poruseniu. Podmienkou zaplatenia
akejkolvek  penalizacie je  dorucenie
opodstatnene;j pisomne;j Ziadosti

Nadobudatela licencie o SLC spolo¢nosti
SAP. SLC uvedeny v tomto Clanku 2.6.5 je
jediné a vyluéné napravné opatrenie pre
Nadobudatela licencie, pokial ide o udajné
alebo skuto¢né Porusenie.

Analyza hlavnych pri¢in pre vlastny kéd od
spolocnosti SAP

Analyza hlavnych pri€¢in pre vlastny kéd od
spolo¢nosti SAP sa poskytuje iba Nadobudatelom
licencie, ktori si kupili Dohodu o urovni sluzieb SAP,
ktora je popisana v Clanku 2.6 vy$$ie v Dokumente
o rozsahu Sluzieb PE k Objednéavke.

Spolo€nost SAP  poskytuje pre vilastny kod
Nadobudatefa  licencie  vytvoreny  pomocou
vyvojového prostredia SAP analyzu hlavnych pri€in
problémov klu€ovych aplikacii a mbze poskytovat
poradenstvo pre rieSenie incidentov v sulade so SLA
podia Clankov 2.6.2 a 2.6.3 v suvislosti s incidentmi
s Prioritou 1 a Prioritou 2, ktoré sa tykaju kombinacii
produktivnych instalacii a SID Nadobudatela licencie
uvedenych v Dokumente o rozsahu Sluzieb PE k
Objednavke, ktoré su odoslané Nadobudatelom
licencie v stlade s Clankom 2.6.4(a) vy$sie. Okrem
predpokladov pre SLA uvedenych v Clanku 2.6.4(a)
vySSie je na ziskanie sluzby Analyza hlavnych pri€in
pre vlastny kéd od spolo€nosti SAP nutné
zdokumentovat vlastny kod Nadobudatela licencie
podla aktualne platnych Standardov spolo€nosti SAP
(podrobnosti najdete na lokalite
http://service.sap.com/supportstandards) v systéme
SAP  Solution Manager Enterprise  Edition
Nadobudatela licencie. Bez ohfadu na ¢okolvek iné,
¢o je v rozpore v tomto dokumente, identifikovanie
moznych hlavnych pri€in incidentov a/alebo zlyhania
vlastného kédu Nadobudatela licencie sa povazuje
za splnenie povinnosti spolo¢nosti SAP vyplyvajucej
zo SLA pre napravné opatrenie uvedené vyssSie pre
incidenty s Prioritou 1, ktoré sa tykaju vlastného
koédu Nadobudatefa licencie. Analyza hlavnych pricin
pre vlastny kéd od spoloCnosti SAP nezahfha
poskytovanie oprav, do¢asnych rieSeni ani rieSeni
incidentov s vlastnym kédom Nadobudatela licencie
bez ohfadu na to, kto vytvoril vlastny kéd
Nadobudatela licencie. Opravy alebo rieSenie
incidentov pre vlastny kéd Nadobudatela licencie
mdze  poskytnat  organizacia SAP  Custom
Development na zéklade samostatnej zmluvy.
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2.8

29

SAP Baseline Support for Custom Solutions 2.8

(“CDP Support”)

An SAP MaxAttention Support Services or an SAP
ActiveEmbedded Support Services engagement is a
prerequisite to receiving CDP Support.

CDP Support provides incident handling support
services as described in the Attachment 1 attached
hereto for
all Non-Standard Software delivered to, and
accepted by Licensee, wunder a Custom
Development Scope Document(s) under an Order
Form or a Statement(s) of Work (SOWSs) specified in
PE Services Scope Document to an Order Form
(“CDP Support Eligible Scope Document(s) or
SOW(s)”) excluding software to which special
support agreements apply (which includes, but is not
limited to, SAP Enterprise Support or SAP Product
Support for Large Enterprises).

SAP Product Engineer on Demand Services

2.9.1 SAP Product Engineer on Demand Services
are available as a component of an SAP
MaxAttention Support Services or an SAP
ActiveEmbedded Support Services
engagement.

SAP Product Engineer on Demand Services
(“PED Services”) is a remote service, unless
otherwise agreed, which provides access to
an SAP support engineer (“Product
Engineer”) for advice in, but not limited to,
the following areas: (i) analysis of
malfunctions  or  issues; (i)  issue
resolution/workarounds; (iii) best practices;
(iv) software design. PED Services are
provided solely for the Production System
application components and corresponding
Licensee installations specified in a PE
Services Scope Document to an Order Form.

2.9.2 Licensee shall initiate PED Services by
submitting incidents, in English, via the SAP
Solution Manager Enterprise Edition in
accordance with SAP’s then current incident
processing log in procedure containing the
relevant details and then contacting the
Product Engineer and providing the
applicable incident number in which the
Product Engineer should take action. PED
services shall only apply to: (i) incidents
related to the Production System application
components specified in the PE Services
Scope Document to an Order Form, which
are classified by SAP with the shipment

SAP Baseline Support for Custom Solutions
(,,CDP Support®)

Predpokladom pre ziskanie sluzby CDP Support je
dohoda SAP MaxAttention Support Services alebo
SAP ActiveEmbedded Support Services.

Sluzba CDP Support poskytuje sluzby podpory pre
spracovanie incidentov, ako je to popisané v Prilohe
1 prilozenej k tomuto dokumentu, pre vSetok
Nestandardny softvér dorueny Nadobudatelovi
licencie a prijaty Nadobudatelom licencie podla
Dokumentov. o  rozsahu  Sluzieb  Custom
Development k Objednavke alebo Rozsahov prac
zadanych v Dokumente o rozsahu Sluzieb PE k
Objednavke (,Dokumenty o rozsahu alebo Rozsahy
prac vhodné pre sluzby CDP Support ), okrem
softvéru, na ktory sa vztahuju Specialne zmluvy o
poskytovani podpory (ktoré okrem iného zahfiaju
SAP Enterprise Support alebo SAP Product Support
for Large Enterprises).

SAP Product Engineer on Demand Services

29.1 Sluzby SAP Product Engineer on Demand
Services su k dispozicii ako suc¢ast dohody
SAP MaxAttention Support Services alebo
SAP ActiveEmbedded Support Services.

SAP Product Engineer on Demand Services
(,PED Services) je sluzba na vzdialeny
pristup (ak nie je dohodnuté inak), ktora
poskytuje  pristup  technikovi  podpory
spolo€nosti SAP (,Produktovy technik®) na
poskytovanie poradenstva okrem iného aj v
nasledujucich ~ oblastiach: (i) analyza
nespravneho fungovania alebo problémov,
(i) rieSenie/doCasné rieSenie problémov, (iii)
osvedCené postupy, (iv) dizajn softvéru.
Sluzby PED Services sa poskytuju vyluéne
pre aplikané sucasti Produktivneho systému
a zodpovedajuce inStalacie Nadobudatela
licencie uvedené v Dokumente o rozsahu
Sluzieb PE k Objednavke.

2.9.2 Nadobudatel licencie musi inicializovat
sluzby PED Services odoslanim incidentov v
angli¢tine prostrednictvom systému SAP
Solution Manager Enterprise Edition v sulade
s aktualne platnou procedurou prihlasenia
spolo¢nosti SAP na spracovanie incidentov s
uvedenim vsSetkych relevantnych detailov,
naslednym kontaktovanim Produktového
technika a wuvedenim ¢isla prislusného
incidentu, ktory ma Produktovy technik
spracovat. Sluzby PED Services sa vztahuju
iba na: (i) incidenty v suvislosti s aplikaénymi
suCastami Produktivneho systému, ktoré su
uvedené v Dokumente o rozsahu Sluzieb PE
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294

295

status “unrestricted shipment”; and (ii)
incidents related to Production System
application component releases which fall
into  Mainstream  Maintenance and/or
Extended Maintenance.

PED Services do not include implementation
services or delivery of remote services
available under the Support Schedule. In
addition, PED Services do not apply to: i)
incidents regarding a release, version and/or
functionalities of the Production System
application components developed
specifically for Licensee (including, without
limitation, those developed by SAP Custom
Development and/or by SAP subsidiaries); ii)
country versions that are not part of the
Production System application components
and instead are realized by partner add-ons,
enhancements, or  modifications are
expressly excluded even if these country
versions were created by SAP or an affiliate
of SAP; (iii) the root cause behind the
incident is not a malfunction, but missing
functionality (“development request”) or the
incident is ascribed to a consulting request.

SAP will assign one (1) Product Engineer for
each  Production System  application
component and installation combination
specified in a PE Services Scope Document
to an Order Form within four (4) weeks of the
PED Services Start Date. Such Product
Engineer(s) will be available for an eight (8)
hour period between 8:00 am to 6:00 pm
during regular working days, in accordance
with the applicable public holidays observed
by the SAP registered office associated with
the installation covered under PED Services
(“PED Office Time”).

Licensee may designate qualified English
speaking contacts (up to the number of
contacts specified in a PE Services Scope
Document to an Order Form) within its SAP
Customer Center of Expertise (“License PED

Contact(s)’) per  Productive  System
application component and installation
number combination specified in a PE

Services Scope Document to an Order Form
and shall provide contact details (in particular
e-mail address and telephone number) by

293

294

295

k Objednavke a ktoré su klasifikované
spolo€nostou = SAP  stavom  dodavky
,neobmedzena dodavka“ a (i) incidenty v
suvislosti s vydaniami aplikaénych sucasti
Produktivneho systému, ktoré spadaju pod

Standardn  udrzbu al/alebo  Rozsirenu
udrzbu.
Sluzby PED Services nezahfnaju

implementacné sluzby ani dodavku sluzieb
vzdialeného pristupu, ktoré su k dispozicii v
ramci Popisu sluzieb podpory. Sluzby PED
Services sa okrem toho nevztahuju na: i)
incidenty tykajuce sa vydania, verzie a/alebo
funkcii aplikaénych suc&asti Produktivneho
systému vyvinutych Specialne pre
Nadobudatela licencie (okrem iného vratane
sucasti vyvinutych v ramci sluzieb SAP
Custom Development a/alebo pobockami
spolo€nosti SAP), ii) verzie pre krajiny, ktoré
nie su sucastou aplikaénych sucasti
Produktivneho systému a ktoré sa namiesto
toho poskytuju prostrednictvom partnerskych
doplnkov add-on, rozSireni alebo modifikacii,
su vyslovne vylu¢ené aj v pripade, ak tieto
verzie pre krajiny vytvorila spolo¢nost SAP
alebo osoba ovladana spolo¢nostou SAP,
(i) ak hlavnou pri€inou incidentu nie je
nespravna funk&nost, ale chybajica funkcia
(,vyvojova poziadavka”) alebo ak ide o
incidenty, ktoré vyzaduju poskytnutie
poradenskych sluzieb.

Spolo€nost SAP  priradi jedného (1)
Produktového technika na kazdu kombinaciu
inStalacie a aplikanej sucasti Produktivneho
systému Specifikovand v Dokumente o
rozsahu sluzieb PE k Objednavke do Styroch
(4) tyzdnov od pociato€ného datumu
poskytovania sluzieb PED Services. Tito
Produktovi technici budu k dispozicii osem
(8) hodin pocas beznych pracovnych dni v
Case od 8:00 do 18:00 v sulade s prisluSnymi
Statnymi sviatkami platnymi pre registrované
pracovisko spolo¢nosti SAP, ktoré je
priradené k instalacii, pre ktoru sa poskytuju
sluzby PED Services (,Pracovna doba pre
sluzby PED").

Nadobudatel licencie mdze v ramci svojho
Zakaznickeho kompetenéného strediska
SAP urcit kvalifikované anglicky hovoriace
kontakty (maximalny pocet kontaktov je
uvedeny v Dokumente o rozsahu Sluzieb PE
k Objednavke) (,Kontakty Nadobudatela

licencie pre sluzby PED*) na jednu
kombinaciu cisla inStalacie a aplikacnej
sucasti Produktivneho systému
Specifikovani v Dokumente o rozsahu

sluzieb PE pre Objednavku a musi poskytnut
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3.1

means of which the Licensee PED Contact
Person (or the authorized representative of
the Licensee PED Contact) can be contacted
at any time. Licensees PED Contact(s) shall
be Licensee’s authorized representative(s)
empowered to make necessary decisions for
Licensee or bring about such decision
without undue delay. PED Services shall be
delivered exclusively to the assigned
Licensee PED Contact(s).

2.9.6 As preparation for delivery of PED Services,
Licensee’s PED Contact and the assigned
Product Engineer(s) shall jointly perform one
mandatory set-up service for the covered
Production System application component
and installation combinations. This set-up
service shall be based upon SAP standards
and documentation.

SAP Secure Support Services

An SAP MaxAttention Support Services or an SAP
ActiveEmbedded Support Services engagement is a
prerequisite to receiving SAP Secure Support
Services.

SAP secure support services provide Licensees with
additional services to meet advanced security
requirements as detailed in the PE Services Scope
Document to an Order Form.

Engagement Management

Each party shall designate an
Manager. SAP’s Engagement Manager shall be the
assigned TQM or a designated Support Resource.
Licensee’s Engagement Manager shall be English
speaking and empowered to make necessary
decisions for Licensee or bring about such decision
without undue delay. Such Engagement Managers
shall cooperate closely with each other to administer
the terms of this PESSD and any PE Services
Scope Document to an Order Form. All PE Services
performed by the assigned SAP resources shall be
coordinated with Licensee’s Engagement Manager.

kontaktné detaily (najmé e-mailovu adresu a
telefonne Ccislo), pomocou ktorych mozno
Kontakt Nadobudatela licencie pre sluzby
PED (alebo opravneného zastupcu Kontaktu
Nadobudatela licencie pre sluzby PED)
kedykolvek kontaktovat'. Kontakty
Nadobudatela licencie pre sluzby PED musia
byt autorizovani zastupcovia Nadobudatela
licencie splnomocneni vykonavat potrebné
rozhodnutia v mene Nadobudatela licencie
alebo takéto rozhodnutia zabezpecdit bez
zbyto€ného odkladu. Sluzby PED Services

sa musia dodavat vyluéne uréenym
Kontaktom Nadobudatela licencie pre sluzby
PED.

2.9.6 V ramci priprav na dodavku sluzieb PED
Services musia Kontakt Nadobudatefla
licencie pre sluzby PED a priradeni
Produktovi technici spolo¢ne spustit jednu
povinnu sluzbu nastavenia pre prislusné
kombinacie inStalacie a aplikatnej sucasti
Produktivneho  systému. Tato  sluzba
nastavenia musi byt zalozena na
Standardoch a dokumentacii spolo¢nosti
SAP.

SAP Secure Support Services

Predpokladom pre ziskanie sluzby SAP Secure
Support Services je dohoda SAP MaxAttention
Support Services alebo SAP ActiveEmbedded
Support Services.

Sluzba SAP Secure Support Services poskytuje
Nadobudateflom licencie dodato€né sluzby na
splnenie rozSirenych poziadaviek na zabezpecenie,
ako je podrobne uvedené v Dokumente o rozsahu
Sluzieb PE k Objednavke.

Riadenie dohod

Engagement 3.1

Kazda strana musi uréit svojho Manazéra pre
dohody. Manazér spolo¢nosti SAP pre dohody musi
byt priradeny MTK alebo uréeny Zdroj podpory.
Manazér Nadobudatela licencie pre dohody musi
ovladat angli¢tinu a musi byt opravneny vykonavat
potrebné rozhodnutia v mene Nadobudatela licencie
alebo prijat takéto rozhodnutie bez zbytocného
odkladu. Tito Manazéri pre dohody musia navzajom
Uzko spolupracovat pri dodrziavani podmienok tohto
PSPESS a akéhokolvek Dokumentu o rozsahu
Sluzieb PE k Objednavke. VSetky Sluzby PE
vykonavané priradenymi zdrojmi spolo¢nosti SAP
musia byt koordinované s Manazérom
Nadobudatefla licencie pre dohody.
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3.2

3.3

In addition, the parties shall conduct regular 3.2

executive meetings during the PE Services Term
specified in a PE Services Scope Document to an
Order Form (“Executive Meetings”). Such Executive
Meetings shall occur no less than once per quarter
at times and dates mutually agreed to by the parties.
The purpose of such Executive Meetings shall be to
review, discuss and mutually agree on further
measures to achieve the purposes of the applicable
PE Services based on the then current PE Service
status. Each meeting shall include a status report on
the progress in the key focus areas, including, but
not limited to, the following:

e An evaluation of progress under the applicable
individual PE Service engagement compared to
the agreed key focus areas, KPI's and individual
PE Services engagement Service and Support
Plan

e Requirements for software legal change packs
and technology stack to Licensee’s SAP
Software system

e SAP release and upgrade strategy

e Identification of risks and/or delays that may
jeopardize the performance of Licensee’s SAP
Software solution including risk mitigation
recommendations

¢ Implementation of recommendations

e Discussion of open issues and any change
requests from either party

e Relevant details regarding project organization
and planning

Such meeting report shall be prepared by SAP’s
Engagement Manager and forwarded to Licensee’s
Engagement Manager for approval. In the event
Licensee’s Engagement Manager does not contest
the report in writing within thirty (30) working days of
receiving such report by providing specific report
change requests, the report shall be deemed
accepted and approved by Licensee. The parties
shall cooperate in good faith to resolve any report
change requests and issue final versions for
approval and acceptance.

The parties hereto agree that the cooperation of 3.3

Licensee’s third party consulting partner(s)
(“Licensee Partner”) is critical to the success of the
individual PE Service engagements. Licensee shall
ensure that such Licensee Partner shall comply with
Licensee’s responsibilities, this PESSD and any PE
Services Scope Document to an Order Form and
shall cooperate with SAP as reasonably requested

Strany okrem toho musia organizovat pravidelné
stretnutia exekutivy poCas Obdobia zadaného v
Dokumente o rozsahu Sluzieb PE k Objednavke
(,Stretnutia exekutivy®). Tieto Stretnutia exekutivy sa
musia organizovat aspon raz za Stvrtrok, pricom na
konkrétnych datumoch a ¢asoch sa strany navzajom
dohodnu. Ugelom tychto Stretnuti exekutivy je
kontrola, prediskutovanie a vzajomné odsuhlasenie
dalSich opatreni na dosiahnutie cielov prislusnych
Sluzieb PE na zaklade aktualne platného stavu
Sluzby PE. Kazdé stretnutie zahffia spravu o stave
priebehu v kli€ovych oblastiach zamerania vratane
nasledujucich oblasti:

e Hodnotenie priebehu na zaklade prisluSného
programu individualnej dohody sluzby PE v
porovnani s odsuhlasenymi kfu€ovymi oblastami
zamerania, KPI a individualnym Planom sluzieb
a podpory pre dohodu Sluzby PE

e Poziadavky na baliky zakonnych zmien softvéru
a technologické baliky pre systém Softvéru SAP
Nadobudatefla licencie

e Stratégia vydani a inovacii spolo¢nosti SAP
e Identifikadcia rizik a/alebo oneskoreni, ktoré
mézu ohrozit vykon rieSenia Nadobudatela

licencie na baze Softvéru SAP vratane
odporuc¢ani na minimalizaciu rizik

e Implementacia odporucani

e Diskusia o nevyrieSenych
Ziadostiach o zmenu oboch stran

problémoch a

e Relevantné podrobnosti o organizovani a
planovani projektu

Tato spravu zo stretnutia pripravuje Manazér
spolo¢nosti SAP pre dohody, ktory ju postupi
Manazérovi Nadobudatela licencie pre dohody na
schvalenie. Ak Manazér Nadobudatela licencie pre
dohody pisomne nepredlozi ziadne namietky vodi
sprave do tridsiatich (30) pracovnych dni od prijatia
tejto spravy poskytnutim konkrétnych Zziadosti o
zmenu spravy, sprava sa povazuje za akceptovanu
a schvalend Nadobudatefom licencie. Strany
spolupracuju v dobrej viere na rieSeni akychkolvek
Ziadosti 0 zmenu spravy a zverejnia finalne verzie
na schvalenie a odsuhlasenie.

Strany tymto potvrdzuju, Ze spolupraca poradcov
tretej strany Nadobudatela licencie (,Partner
Nadobudatela licencie®) je klucova pre uUspech
individualnych dohdd Sluzby PE. Nadobudatef
licencie zabezpeci, aby Partner Nadobudatela
licencie bol v sllade so zodpovednostami
Nadobudatela licencie, tymto PSPESS a
akomkolvek Dokumente o rozsahu Sluzieb PE k
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4.1

4.2

4.3

by SAP in order for SAP to fulfill its obligations under
this PESSD and any PE Services Scope Document
to an Order Form.

Licensee Requirements

In order to receive PE Services under an Order 4.1

Form, Licensee must: (i) continue to pay all support
fees (i.e.; Standard Support Fees, Enterprise
Support Fees, or Premium Support for Large
Enterprises Fees) under the License Agreement;
and (ii) otherwise fulfill its obligations under the
License Agreement, GTC, the Order Form, and the
PE Services Scope Document. Licensee shall have
installed, configured and be using an SAP Solution
Manager Enterprise Edition system in accordance
with the Support Schedule, as SAP Solution
Manager Enterprise Edition is the service delivery
platform for documenting Top Issues, core business
processes and critical system information. In the
event Licensee is receiving SAP Standard Support
under the License Agreement, Attachment 2 to this
PESSD shall apply. Licensee shall provide remote
connectivity and data access in accordance with the
Support Schedule.

Licensee’s E2E On-Site Empowering Workshop 4.2

Responsibilities: Prior to scheduling SAP E2E On-
Site Empowering Workshops, Licensee shall provide
or adhere to the requirements specified in
Attachment 3 attached hereto.

Licensee’s SAP  Landscape
Management Services Responsibilities: In order to
receive the SAP Landscape Transformation
Management Services Licensee must have a valid
license for SAP’s Landscape Transformation
Software under the License Agreement, except for
the SAP Landscape Transformation Assessment
Service. Licensee’s use of the complementing
transformation software solutions (“Complementing
Solutions”), documented on SAP  Service
Marketplace  under  www.service.sap.com/saplt,
made available to Licensee as part of SAP’s
performance of the SAP Landscape Transformation
Management Services is subject to the terms of
Attachment 4 attached hereto.

Objednavke a aby spolupracoval so spolo¢nostou
SAP tak, ako to spoloénost SAP odbévodnene
pozaduje, aby si spolo¢nost SAP mohla plnit svoje
povinnosti  vyplyvajuce z tohto PSPESS a
akomkolvek Dokumente o rozsahu Sluzieb PE k
Objednavke.

Poziadavky na Nadobudatela licencie

Transformation 4.3

V zaujme prijimania Sluzieb PE podla Objednavky
Nadobudatel licencie musi: (i) pokracovat’ v platbe
vSetkych poplatkov za poskytovanie podpory (t. j.,
poplatkov za sluzbu Standard Support, poplatkov za
sluzbu Enterprise Support alebo poplatkov za sluzbu
Premium Support for Large Enterprises) podfa
Licen¢nej zmluvy a (ii) inak si plnit svoje povinnosti
vyplyvajuce z Licen€nej zmluvy, VOP, Objednavky a
Dokumentu o rozsahu Sluzieb PE. Nadobudatel
licencie musi nainStalovat, nakonfigurovat a
pouzivat systém SAP Solution Manager Enterprise
Edition v sulade s Popisom sluzieb podpory, kedze
SAP Solution Manager Enterprise Edition je
platforma dodanej sluzby pre dokumentovanie
Podstatnych ~ zadani, kli€ovych  podnikovych
procesov a kritickych systémovych informacii. Ak
Nadobudatel licencie prijima sluzby podpory SAP
Standard Support na zaklade Licencnej zmluvy,
uplatiuje sa Priloha 2 k tomuto PSPESS.
Nadobudatel licencie poskytne vzdialené pripojenie
a pristup k udajom v sulade s Popisom sluzieb
podpory.

Povinnosti Nadobudatela licencie v suvislosti so
seminarmi E2E On-Site Empowering Workshop:
pred naplanovanim seminarov  SAP E2E On-Site
Empowering Workshop musi Nadobudatel licencie
zabezpecit' alebo dodrzat poziadavky Specifikované
v Prilohe 3 priloZzenej k tomuto dokumentu.

Povinnosti Nadobudatela licencie v suvislosti so
sluzbami SAP Landscape Transformation
Management: Nadobudatel licencie, ktory chce
prijimat sluzby SAP Landscape Transformation
Management, musi mat platnu licenciu na softvér
Landscape Transformation spolo¢nosti SAP na
zaklade Licenénej zmluvy (s vynimkou sluzby SAP
Landscape Transformation Assessment, na ktoru sa
tato podmienka nevztahuje). Na pouzivanie
dopliujucich  rieSeni  transformacného  softvéru
(,Doplfiujuce rieSenia“), ktoré su zdokumentované
na lokalite SAP Service Marketplace na adrese
www.service.sap.com/saplt a spristupnené
Nadobudatelovi licencie v ramci poskytovania sluzby
SAP Landscape Transformation Management
Services spolo¢nostou SAP, Nadobudatelom
licencie sa vztahuju podmienky Prilohy 4 priloZzenej k
tomuto dokumentu.
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5.1

5.2

5.3

54

5.5

General Provisions 5

The assigned Support Resources shall be entitled to 5.1

their normal annual vacation leave as set forth in
their employment contract with SAP or other SAP
Affiliate company. Vacation planning for assigned
Support Resources shall be reviewed with
Licensee’s Engagement Manager. Subject to the
employment agreement and local employment
regulations and, unless otherwise agreed, assigned
Support Resources shall not take more than two (2)
consecutive calendar weeks of vacation at one time.

To ensure efficient communication, both parties 5.2

agree that the language for the delivery of the PE
Services shall be English. Relevant information
related to the individual PE Services shall be
provided to the SAP resources in English.

Licensee agrees and understands that the assigned 5.3

SAP resources (including the assigned Support
Resources) may occasionally perform PE Services
activities hereunder from an SAP office.

SAP E2E On-Site Empowering Workshop materials 5.4

provided (if any) are intended solely for the use of
the individual student attending SAP E2E On-Site
Empowering Workshop courses and may not be
copied, distributed or used for any other purpose.
Licensee agrees that such SAP E2E On-Site
Empowering Workshop materials are the Proprietary
Information of SAP. Licensee agrees not to disclose,
transfer, or otherwise make available the SAP E2E
On-Site Empowering Workshop materials to any
third parties.

The scope of PE Services offered by SAP may be 5.5

changed annually by SAP at any time upon ninety
(90) days prior written notice to reflect the continuing
development of SAP Software and technical
advances, and provided such changes in the scope
of PE Services are applied to similarly situated SAP
licensees subscribing to PE Services in the Territory.
In the event SAP exercises its option to change the
scope in accordance with this Section 5.5, and such
changes are not acceptable to Licensee, Licensee is
entitled to terminate a PE Services Scope Document
to an Order Form affected by such scope change(s)
with effect at the expiration of this ninety (90) day
period.

If Licensee does not terminate within such period,
the changes are deemed to be accepted by
Licensee.

VSeobecné ustanovenia

Priradené Zdroje podpory maju opravnenie na svoju
zvy€ajnu ro¢nu dovolenku tak, ako je to uvedené v
ich zamestnaneckej zmluve so spolo€nostou SAP
alebo inou spolo¢nostou, ktora je Osobou ovladanou
spolo¢nostou SAP. Planovanie dovolenky
priradenych Zdrojov podpory musi posudit Manazér
Nadobudatela licencie pre dohody. Ak nie je
dohodnuté inak, priradené Zdroje podpory si v
sulade so zamestnaneckou zmluvou a miestnymi
nariadeniami pre zamestnanecky pomer nesmu
naraz vybrat viac ako dva (2) po sebe nasledujuce
tyzdne dovolenky.

Na zaistenie efektivnej komunikacie obe strany
suhlasia s tym, ze jazykom pre dodavku Sluzieb PE
bude angli¢tina. Relevantné informacie suvisiace s
individualnymi Sluzbami PE sa zdrojom spolo¢nosti
SAP budu poskytovat v angli¢tine.

Nadobudatel licencie suhlasi s tym a chape, ze
priradené zdroje spoloCnosti SAP  (vratane
priradenych Zdrojov podpory) mézu prilezitostne
vykonavat aktivity suvisiace so Sluzbami PE podla
tohto dokumentu aj z pracoviska spolo¢nosti SAP.

Poskytnuté materidly SAP E2E On-Site Empowering
Workshop (ak také existuju) su uréené vyluéne na
pouzitie konkrétneho Studenta navstevujuceho
Skolenia SAP E2E On-Site Empowering Workshop a
nesmu sa kopirovat, distribuovat ani pouzivat na
Ziadny iny ucel. Nadobudatel licencie suhlasi s tym,
Ze takéto materidly SAP E2E On-Site Empowering
Workshop su Vlastnicke informacie spolo¢nosti
SAP. Nadobudatel licencie suhlasi s tym, ze
nezverejni, neprenesie ani inak nespristupni
materialy SAP E2E On-Site Empowering Workshop
Ziadnym tretim stranam.

Spolo€nost SAP mbze na =zaklade pisomného
oznamenia devatdesiat (90) dni vopred kedykolvek
zmenit rozsah poskytovania Sluzieb PE ponukanych
spolo¢nostou SAP tak, aby zohladhoval pokracujuci
vyvoj Softvéru SAP a technického rozvoja, a za
predpokladu, ze tieto zmeny v rozsahu Sluzieb PE
sa uplatnia aj na podobne situovanych
nadobudatelov licencie spolo¢nosti SAP, ktory maju
predplatené Sluzby PE na Uzemi. Ak si spolo¢nost
SAP uplatni svoju moznost zmenit rozsah v sulade s
tymto Clankom 5.5 a tieto zmeny nebudd pre
Nadobudatela licencie prijatelné, Nadobudatel
licencie je opravneny vypovedat Dokument o
rozsahu Sluzieb PE k Objednavke ovplyvneny tymito
zmenami rozsahu s nadobudnutim Gc&innosti pri
uplynuti platnosti tohto obdobia devatdesiatich (90)
dni.
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5.6

5.7

Fees are subject to change once per calendar year 5.6

upon 90 (ninety) days prior written notice to
Licensee. In the event SAP exercises its option to
change fees in accordance with the preceding
sentence, and such changes are not acceptable to
Licensee, Licensee is entitled to terminate the PE
Services Scope Document(s) to any Order Form(s)
affected by such fee change with thirty (30) days’
written notice from Licensee’s receipt of SAP’s
notice of such fee change with effect to the end of
the then current calendar year in which such fee
change notice is given.
If Licensee does not terminate within such period,
the fee changes are deemed to be accepted by
Licensee.

Any PE Services Scope Document to an Order Form 5.7

shall terminate effective the same date as: (i) any
termination of the Support Schedule under the
License Agreement or (ii) any Licensee change in its
SAP support (i.e.; SAP Enterprise Support or SAP
Product Support for Large Enterprises) subscription
to SAP Standard Support.

Ak Nadobudatel licencie neukonéi Zmluvu v
uvedenom termine, zmeny sa povazuju za
akceptované Nadobudatelom licencie.

Poplatky sa mézu zmenit raz za kalendarny rok, a to
po 90 (devatdesiatich) drioch od pisomného
oznamenia tejto zmeny Nadobudatefovi licencie. Ak
si spolo¢nost SAP uplatni svoje pravo zmenit
poplatky v silade s predchadzajucou vetou a tieto
zmeny nie su pre Nadobudatela licencie prijatelné,
Nadobudatel licencie je opravneny vypovedat
Dokumenty o rozsahu Sluzieb PE k Objednavkam
ovplyvnené touto zmenou poplatkov na zaklade
pisomného oznamenia do ftridsiatich (30) dni od
prijatia pisomného oznamenia spolo¢nosti SAP
Nadobudatelovi licencie o takejto zmene poplatkov s
nadobudnutim G¢&innosti do konca aktualneho
kalendarneho roka, v ktorom sa toto oznamenie o
zmene poplatkov poskytne.
Ak Nadobudatel licencie neukon¢i Zmluvu v
uvedenom termine, zmeny poplatkov sa povazuju za
akceptované Nadobudatelom licencie.

Uginnost akéhokolvek Dokumentu o rozsahu SluZieb
PE k Objednavke sa ukonci k tomu istému datumu,
(i) ku ktorému sa ukonéi aj Popis sluzieb podpory
podfa Licencnej zmluvy alebo (ii) ku ktorému déjde k
zmene predplatenych sluzieb podpory spolo¢nosti
SAP (Cize podpory SAP Enterprise Support alebo
SAP Product Support for Large Enterprises) pre
Nadobudatela licencie na podporu SAP Standard
Support.
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Attachment 1

SAP Baseline Support for Custom Solutions

This Attachment governs the provision of SAP
Baseline Support for Custom Solutions as further
defined herein (“CDP Support”) for all Non-Standard
Software, as defined in 1.3 below, excluding
software to which special support agreements
(which includes but is not limited to SAP Enterprise
Support or SAP Product Support for Large
Enterprises) apply.

Definitions

1. “Base Software”: For the purposes of this
Attachment, the reference to “Base Software”
means the SAP Software upon which the
installation and use of the Non-Standard
Software depends/operates. Base Software is
not licensed under this Attachment and must be
licensed separately.

2. “Customer Communication Point”: For the
purposes of this Attachment, the reference to
“Customer Communication Point” means a
certified Customer Center of Expertise
(“Customer COE”) or those employees of
Licensee entitled to request CDP Support
services. For the Customer COE the relevant
terms and conditions of the Support Schedule
apply. If no Customer COE is available the
employees entitled to request CDP Support
services must be nominated by Licensee to SAP
in writing.

3. “Non-Standard Software”: For the purposes of
this Attachment, the reference to “Non-Standard
Software” means the software or functionality
and its documentation purchased from SAP by
Licensee under the CDP Support Eligible Scope
Document(s) or SOW(s) listed in Section 1of the
PE Services Scope Document to an Order Form.

4. “Production System”: For the purposes of this
Attachment, the reference to “Production
System” means a live system on which the Non-
Standard Software is installed, that is used for
normal business operations and where
Licensee’s data is recorded.

5. “SAP Software”: For the purposes of this
Attachment, the reference to “SAP Software”
means all software licensed by Licensee from
SAP under the License Agreement.

Priloha 1

SAP Baseline Support for Custom Solutions

Tato Priloha upravuje poskytovanie podpory SAP
Baseline Support for Custom Solutions, ako je dalej
definovana v tomto dokumente (,Podpora CDP*) pre
vSetok Nestandardny softvér tak, ako je to
definované v Clanku 1.3 nizsie, s vynimkou softvéru,
na ktory sa vztahuju Specialne zmluvy o poskytovani
podpory (€o okrem iného zahffia podporu SAP
Enterprise Support alebo podporu SAP Product
Support for Large Enterprises).

Definicie

1. ,Zakladny softvér“: odkaz na ,Zakladny
softvér” na ucely tejto Prilohy znamena Softvér
SAP, od ktorého zavisi alebo v ktorom sa
uplatriuje inStalacia a pouzivanie
Nestandardného softvéru. Zakladny softvér nie
je licencovany podla tejto Prilohy a musi sa
licencovat samostatne.

2. ,Komunikaény bod zakaznika“: odkaz na
.,Komunikacny bod zakaznika“ na ucely tejto
Prilohy znamena certifikované Zakaznicke
kompetencné stredisko (,Zakaznicke COE")
alebo zamestnancov Nadobudatela licencie
opravnenych na pozadovanie sluzieb podpory
CDP. V pripade Zakaznickeho COE platia
relevantné podmienky a ustanovenia Popisu
sluzieb podpory. Ak nie je k dispozicii ziadne
Zakaznicke COE, Nadobudatel licencie musi pre
spolo¢nost’ SAP pisomne nominovat
zamestnancov opravnenych na pozadovanie
sluzieb podpory CDP.

3. ,,Nestandardny softvér”: odkaz na
,Nestandardny softvér® na ucely tejto Prilohy
znamena softvér alebo funkcie a prislusna
dokumentaciu, ktoré Nadobudatel licencie
nakupi od spoloénosti SAP na zaklade
Dokumentov o rozsahu alebo Rozsahov prac
vhodnych pre sluzby CDP Support uvedenych v
Clanku 1 Dokumentu o rozsahu Sluzieb PE k
Objednavke.

4. ,Produktivhy systém“: odkaz na ,Produktivny
systém“ na ucely tejto Prilohy znamena aktivny
systém, v ktorom je nainStalovany Nestandardny
softvér, ktory sa pouziva na beznu prevadzku
podniku a v ktorom su uloZzené udaje
Nadobudatela licencie.

5. ,,Softvér SAP“: odkaz na ,Softvér SAP“ na
UCely tejto Prilohy znamena vsSetok softvér
licencovany  Nadobudatelom licencie od
spolo€nosti SAP na zaklade Zmluvy.
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2.2

23

SAP Baseline Support for Custom Solutions

CDP Support provided under this Attachment is 2.1

limited to the Non-Standard Software delivered to,
and accepted by Licensee, under the CDP Support
Eligible Scope Document(s) or SOW(s) listed in PE
Services Scope Document to an Order Form. CDP
Support services support the functionality of the
Non-Standard Software with the releases of Base
Software and in the information technology (“IT”)
environment as defined under the respective CDP
Support Eligible Scope Document(s) or SOW(s) and
in its associated documentation. CDP Support for
those CDP Eligible Scope Document(s) or SOW(s)
where Licensee’s acceptance of the Non-Standard
Software will occur during the PE Services Term of
PE Services Scope Document to an Order Form,
shall commence as of the first day of the month
following Licensee’s execution of an amendment to
the Order Form activating CDP Support pursuant to
Section 3 of PE Services Scope Document to an
Order Form. All other SAP Software licensed by
Licensee under the License Agreement is explicitly
excluded from the CDP Support services provided
under this Attachment.

CDP Support is provided during CDP Support Office 2.2

Time and includes the following:

¢ Incident handling by SAP for problems related to
the Non-Standard Software

e Coding corrections or patches (such as altered
programs not reproducing the referenced
malfunction), or workaround solutions or action
plans

e Support packages for Non-Standard Software -
correction packages to reduce the effort of
implementing single corrections or changes to
existing functionality. This is not applicable in
cases where the Non-Standard Software is or
has been developed on Licensee’'s non-
Production System

For daily operation and cooperation for support- 2.3

related issues associated with CDP Support, SAP
will name a contact person for Licensee within SAP's
Custom Development organization (the “CDP
Support Delivery Manager”’). The CDP Support
Delivery Manager will perform the following tasks as
it relates to the delivery of CDP Support for the Non-
Standard Software:

SAP Baseline Support for Custom Solutions

Sluzby CDP Support poskytované podfa tejto Prilohy
su obmedzené na NeStandardny softvér poskytnuty
Nadobudatelovi licencie a prijaty Nadobudatelom
licencie podfa Dokumentov o rozsahu alebo
Rozsahov prac vhodnych pre sluzby CDP Support
uvedenych v Dokumente o rozsahu Sluzieb PE k
Objednavke. Sluzby CDP Support podporuju funkcie
Nestandardného softvéru s vydaniami Zakladného
softvéru a v prostredi informacnych technoldgii (,IT%)
tak, ako je definované v prislusnych Dokumentoch o
rozsahu alebo Rozsahoch prac vhodnych pre sluzby
CDP Support a suvisiacej dokumentacii. Sluzby
CDP Support v pripadoch Dokumentov o rozsahu
alebo Rozsahov prac vhodnych pre sluzby CDP, v
ktorych dochadza k odsuhlaseniu Nestandardného
softvéru Nadobudatelom licencie pocas Obdobia
platnosti Sluzieb PE Dokumentu o rozsahu Sluzieb
PE k Objednavke, sa zaCinaju poskytovat k prvému
dfiu mesiaca nasledujuceho po uplatneni dodatku k
Objednavke zo strany Nadobudatela licencie, na
zdklade ktorého dochadza k aktivacii sluzieb CDP
Support v sulade s Clankom 3 Dokumentu o rozsahu
Sluzieb PE k Objednavke. VSetok ostatny Softvér
SAP licencovany Nadobudatelom licencie podfa
Licenénej zmluvy je vyslovne vylu¢eny zo sluzieb
CDP Support poskytovanych podla tejto Prilohy.

Sluzby CDP Support sa poskytuju po€as Pracovne;j
doby sluzieb CDP Support a zahffiaju nasledujuce
¢innosti:

e spracovanie Incidentov spolo¢nostou SAP pre
problémy suvisiace s NeStandardnym softvérom,

e opravy kodu (ako napriklad pozmenené
programy, ktoré nereprodukuji odkazovanu
nespravnu cinnost) alebo docasné rieSenia,
pripadne akéné plany,

e baliky podpory pre NeStandardny softvér -
opravné baliky na znizenie naroCnosti
implementacie jednotlivych oprav alebo zmien
do existujucich funkcii (toto sa nevztahuje na
Nestandardny softvér vyvinuty v inom nez
Produktivnom systéme Nadobudatela licencie).

Na UucCely dennej prevadzky a spoluprace v
pripadoch problémov suvisiacich so sluzbou CDP
Support spoloénost SAP vymenuje kontaktni osobu
pre Nadobudatela licencie v ramci organizacie
Custom Development spolo¢nosti SAP (,Manazér
dodavok sluzby CDP Support®). Manazér dodavok
sluzby CDP Support vykonava nasledujice ulohy,
ktoré suvisia s dodavkami sluzby CDP Support pre
Nestandardny softvér:
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1.

Setup and management of the Licensee's
incident component and associated incident
queue(s)

Manage SAP Custom Development’s internal
support team assigned to provide CDP Support
hereunder

Support the TQM in the coordination and
inclusion of appropriate PE Services related to
CDP Support in the PE Services engagement
Service and Support Plan

Support the TQM in the coordination of the
individual service deliveries at the project level
for the PE Services related to CDP Support that
have been included in the PE Services
engagement Service and Support Plan

Participate in the Executive Meetings on topics
related to CDP Support (e.g.; report on
Licensee's support messages. provide status on
deliveries of PE Services related to CDP
Support)

Preconditions

In order to receive CDP Support services as
described in this Attachment, Licensee shall
fulfill the following requirements:

Fulfill its obligations under this Attachment, the
Order Form and the Agreement.

Transmit all incidents to SAP in English via
SAP’s then current support infrastructure as
made available to Licensee under the Support
Schedule using the incident-component provided
by SAP in writing upon acceptance of the
applicable Non-Standard Software. Licensee’s
failure to assign an incident concerning the Non-
Standard Software to the correct incident
component may delay SAP’s response to the
incident while SAP determines and makes the
appropriate assignment. Licensee understands
and acknowledges that SAP normally has to
translate incident(s) that are not in English
before it can process the incident(s), which adds
to the time needed to process the incident.

Licensee shall describe how the error,
malfunction or defect presents itself; in some
cases, Licensee may have to demonstrate the
error, malfunction or defect. Licensee shall help
SAP analyze the error, malfunction or defect and

nastavenie a sprava komponentu Nadobudatela
licencie pre incidenty a suvisiacich frontov pre
incidenty,

riadenie interného timu podpory oddelenia SAP
Custom Development, ktory je priradeny na
poskytovanie sluzby CDP Support podla tejto
zmluvy,

podpora MTK pri koordinacii a zacleneni
zodpovedajucich Sluzieb PE suvisiacich so
sluzbami CDP Support v Plane sluzieb a
podpory pre dohodu Sluzieb PE,

podpora MTK pri  koordinacii dodavok
individualnych sluzieb na udrovni projektu pre
Sluzby PE suvisiace so sluzbami CDP Support,
ktoré boli zahrnuté do Planu sluzieb a podpory
pre dohodu Sluzieb PE,

ucast na Stretnutiach exekutivy tykajucich sa
sluzieb CDP Support (napr. informovanie o
hlaseniach o potrebe podpory Nadobudatela
licencie, informovanie o stave dodavok Sluzieb
PE v suvislosti so sluzbami CDP Support).

Predpoklady

1.

V zaujme prijimania sluzieb CDP Support tak,

ako je popisané v tejto Prilohe, musi
Nadobudatel  licencie  splnit  nasledujuce
poziadavky:

splnit si svoje povinnosti vyplyvajuce z tejto
Prilohy, Objednavky a Zmluvy,

odosielat vSetky incidenty spolo¢nosti SAP v
angli¢tine prostrednictvom aktualne pouzivanej
infrastruktdry podpory spolo€nosti SAP tak, ako
je spristupnena Nadobudatelovi licencie podla
Popisu sluzieb pomocou komponentu pre
incidenty poskytnutého spolo€nostou SAP
pisomne na zaklade odsuhlasenia prisluSného
Nestandardného softvéru. Nespravne priradenie
incidentu  tykajuceho sa NeStandardného
softvéru k spravnemu komponentu pre incidenty
zo strany Nadobudatela licencie méze viest k
omeskaniu odozvy spolo¢nosti SAP na incident
o urCenie a vykonanie spravneho priradenia.
Nadobudatel licencie chape a potvrdzuje, zZe
spolo¢nost SAP méze spracovat incidenty, ktoré
nie su v anglictine, az po Standardnom preklade
incidentov, a potrebny ¢as sa pripoCita k
spracovaniu incidentu.

Nadobudatel licencie popiSe, ako sa chyba,
nespravna cinnost alebo nedostatok prejavuje, a

v niektorych pripadoch Nadobudatefl
licencie musi demonstrovat tato chybu,
nespravnu ¢innost alebo nedostatok.
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5.1

support SAP’s CDP Support services, if
necessary deploying Licensee’s own employees
for these purposes.

5. Licensee shall classify each error, malfunction or
defect in the Non-Standard Software or related
documentation in accordance with SAP Note
67739.

6. Licensee must make available to SAP all
documents concerning any alterations and
enhancements (e.g. Modifications or Add-Ons)
made by or for Licensee that may help in the
analysis of the error, malfunction or defect.
Licensee must also keep suitable, up-to-date
records of those alterations and enhancements,
and give SAP access to them when necessary.

7. Licensee must apply all coding corrections,
patches,  workaround  solutions,  support
packages, etc. provided by SAP under this
Attachment to the Non-Standard Software.

8. Licensee may be required to upgrade to more
recent versions of its operating systems and
databases to receive CDP Support services.

Changes to Licensee Information; Audit

Licensee undertakes to inform SAP without undue
delay of any changes to Licensee’s installations of
Non-Standard Software and all other information
relevant to the use of the Non-Standard Software.
To check compliance with
the terms of this Attachment, SAP shall be entitled to
periodically monitor the correctness of the
information

Licensee provided.

Additional Terms and Conditions

CDP Support hereunder will be provided on 5.1

Licensee’s non-Production System where the Non-
Standard Software was provided to the Licensee
under the respective CDP Support Eligible Scope
Document(s) or SOW(s).
For reasonable cause and in consideration of all
other prerequisites of this Attachment Licensee may

Nadobudatel licencie musi pomdct spolo¢nosti
SAP pri analyze chyby, nespravnej cinnosti
alebo nedostatku a podporovat sluzbu CDP
Support spoloénosti SAP v pripade potreby aj
nasadenim vlastnych zamestnancov
Nadobudatela licencie.

5. Nadobudatel licencie klasifikuje kazdu chybu,
nespravnu  Cinnost alebo nedostatok v
NeStandardnom softvéri alebo v suvisiacej
dokumentacii v sulade s pokynom SAP Note
67739.

6. Nadobudatefl licencie musi spristupnit’
spolo¢nosti SAP vsetky dokumenty tykajice sa
akychkolvek pozmeneni a vylepSeni (napr.
Modifikacie alebo Doplnky Add-On) vytvorenych
Nadobudatelom licencie alebo pre
Nadobudatela licencie, ktoré mdézu poméct pri
analyze chyby, nespravnej cinnosti alebo
nedostatku. Nadobudatef licencie tiez musi viest
primerant a aktualizovanu evidenciu tychto
pozmeneni a vylepSeni a v pripade potreby k nej
poskytnut’ pristup aj spolo¢nosti SAP.

7. Nadobudatefl licencie musi pouzit vSetky opravy
kédu, opravy, docasné rieSenia, baliky podpory
a dalSie rieSenia poskytnuté spolo¢nostou SAP
na zaklade tejto Prilohy na Nestandardny
softver.

8. Nadobudatel licencie mbze byt na ziskanie
sluzieb CDP Support poziadany o vykonanie
inovacie na novsie verzie svojich operaénych
systémov a databaz.

4 Zmeny v Informaciach o Nadobudatelovi licencie a

audit

Nadobudatel licencie bez zbytocného odkladu
informuje spolo¢nost SAP o akychkolvek zmenach v
inStalaciach Nestandardného softvéru Nadobudatela

licencie a vSetkych ostatnych informaciach
relevantnych pre pouzivanie NeStandardného
softvéru. Vv zaujme overenia zhody

s podmienkami tejto Prilohy ma spoloénost SAP
opravnenie pravidelne monitorovat spravnost
informacii,

ktoré Nadobudatel licencie poskytol.

Dodato¢éné podmienky a ustanovenia

Sluzba CDP Support podla tohto dokumentu sa
bude poskytovat v Neproduktivnom systéme
Nadobudatela licencie, kde sa NeStandardny softvér
poskytoval Nadobudatelovi licencie podla
prisluSnych Dokumentov o rozsahu alebo Rozsahov
prac  vhodnych pre sluzby CDP  Support.
Z opodstatnenej pri€iny a s ohladom na vSetky
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5.2

5.3

54

5.5

request and SAP may agree to provide the CDP
Support on another Licensee non-Production
System in lieu thereof for the respective provision of
CDP Support. Notwithstanding the aforesaid, it is
always the Licensee’s sole responsibility to apply the
provided CDP Support to its Production Systems.

In the event SAP provides third party software (non- 5.2
SAP Software) to Licensee under the respective
CDP Support Eligible Scope Document(s) or
SOW(s), SAP shall not provide CDP Support on
such third party software unless otherwise agreed
separately in writing.

CDP Support is provided exclusively to the5.3
Customer Communication Point which must support
each installation of Non-Standard Software covered

by this Attachment.

CDP Support will end automatically on the same 5.4
date as Mainstream Maintenance or Extended
Maintenance (provided Licensee has subscribed to
Extended Maintenance) (as such terms are defined

in SAP’s Release Strategy document at
www.service.sap.com/releasestrategy) for the Base
Software ends.

Fee(s) are subject to change: a) in the case of fixed 5.5
fee CDP Support Eligible Scope Document(s) or
SOW(s) for the development of Non-Standard
Software receiving CDP Support hereunder, to
reflect changes in the development fees for the Non-
Standard Software receiving CDP Support under the
applicable CDP Support Eligible Scope Document(s)
or SOW(s); or b) in the case of time and materials
CDP Support Eligible Scope Document(s) or
SOW(s) for the development of Non-Standard
Software receiving CDP Support hereunder, to
reflect a revised calculation of the Fee based on the
total development fees (including travel and
expenses) paid by Licensee to SAP for the Non-
Standard Software receiving CDP Support under the
applicable CDP Support Eligible Scope Document(s)
or SOW(s) during the term of the applicable CDP
Support Eligible Scope Document(s) or SOW(s).

ostatné predpoklady tejto Prilohy Nadobudatel
licencie mbéze pozadovat a spolo¢nost SAP moéze
odsuhlasit’ poskytovanie sluzby CDP Support v inom
Neproduktivnom systéme Nadobudatela licencie
namiesto tohto systému pre prislusné poskytovanie
sluzby CDP Support. Bez ohladu na ¢okolvek, ¢o je
v rozpore s vySSie uvedenym, je uplatnenie
poskytnutej sluzby CDP Support na Produktivne
systémy Nadobudatela licencie vyluénou
zodpovednostou Nadobudatela licencie.

Ak spoloCnost SAP poskytuje softvér tretej strany
(iny softvér nez softvéer SAP) Nadobudatelovi
licencie podfa prislusnych Dokumentov o rozsahu
alebo Rozsahov prac vhodnych pre sluzby CDP
Support, spolo¢nost SAP neposkytuje sluzbu CDP
Support pre takyto softvér tretej strany, ak nedéjde k
inej samostatnej pisomnej dohode.

Sluzba CDP Support sa poskytuje vyluéne v
KomunikaCnom bode zakaznika, ktory musi
podporovat kazdu instalaciu NesStandardného
softvéru, na ktoru sa vztahuje tato Priloha.

Sluzba CDP Support sa automaticky ukoné&i k tomu
isttmu datumu ako Standardna udrzba alebo
rozSirend udrzba (ak si Nadobudatel licencie
predplatil rozSirend udrzbu a ak su takéto
podmienky definované v dokumente stratégii
spolo¢nosti SAP pre vydavanie verzii na lokalite
www.service.sap.com/releasestrategy) pre Zakladny
softvér.

Poplatky podliehaju zmene: a) ak ide o Dokumenty o
rozsahu alebo Rozsahy prac vhodné pre sluzby
CDP Support s fixnymi poplatkami, za vyvoj
NeStandardného softvéru, pre ktory sa poskytuju
sluzby CDP Support podfa tohto dokumentu, aby
doslo k zohladneniu zmien v poplatkoch za vyvoj pre
NeStandardny softvér, pre ktory sa poskytuju sluzby
CDP Support, podla prislusnych Dokumentov o
rozsahu alebo Rozsahov prac vhodnych pre sluzby
CDP Support, alebo b) ak ide o Dokumenty o
rozsahu alebo Rozsahy prac vhodné pre sluzby
CDP Support s ucétovanim na zaklade ¢asu a
materialu, za vyvoj NesStandardného softvéru, pre
ktory sa poskytuju sluzby CDP Support podla tohto
dokumentu, aby doSlo k zohfadneniu revizie vypoctu
poplatkov na zaklade celkovych poplatkov za vyvoj
(vratane cestovného a vydavkov) zaplatenych
Nadobudatelom licencie spolo¢nosti SAP za
Nestandardny softvér, pre ktory sa poskytuju sluzby
CDP Support, podla prislusnych Dokumentov o
rozsahu alebo Rozsahov prac vhodnych pre sluzby
CDP Support pocas obdobia platnosti prislusnych
Dokumentov o rozsahu alebo Rozsahov prac
vhodnych pre sluzby CDP Support.
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Attachment 2

LICENSING TERMS FOR SAP SOLUTION
MANAGER ENTERPRISE EDITION

SAP Solution Manager Enterprise Edition (and any 1.

successor to SAP Solution Manager Enterprise
Edition provided hereunder) shall be subject to the
License Agreement and is solely for the following
purposes during the delivery of PE Services: (i)
delivery of PE Services; and (ii) application lifecycle
management for Licensee IT Solutions (which may
include Licensee Solutions and hardware systems
support by Licensee’s IT team). Such application
lifecycle management is limited solely to the
following purposes:

e Implementation, configuration, testing,
operations, continuous improvement and
diagnostics

e Incident management (service desk), problem
management and change request management
as enabled using SAP CRM technology
integrated in SAP Solution Manager Enterprise
Edition

e Mobile application lifecycle management
scenarios using SAP NetWeaver Gateway or
equivalent technology integrated in SAP Solution
Manager Enterprise Edition

e Management of application lifecycle
management projects for Licensee IT Solutions
using the project management functionality of
SAP Project and Portfolio Management
integrated in SAP Solution Manager Enterprise
Edition. (The cross  project resource
management and portfolio  management
functionality of SAP Project and Portfolio
Management is not in scope of SAP Solution
Manager Enterprise Edition and needs to be
licensed separately.)

e Administration, monitoring, reporting and
business intelligence as enabled using SAP
NetWeaver technology integrated in SAP
Solution Manager Enterprise Edition. Business
intelligence may also be performed provided the
appropriate  SAP Bl software is licensed by
Licensee under the License Agreement

For application lifecycle management as outlined

Priloha 2

LICENCNE PODMIENKY PRE SAP SOLUTION
MANAGER ENTERPRISE EDITION

SAP Solution Manager Enterprise Edition under PE Services SAP Solution Manager Enterprise Edition v ramci Sluzieb

SAP Solution Manager Enterprise Edition (a
akékolvek nastupnicke rieSenie SAP  Solution
Manager Enterprise Edition poskytované podla tohto
dokumentu) podlieha Licen¢nej zmluve a je uréeny
vyluéne na nasledujuce ucely pocas dodavky
Sluzieb PE: (i) dodavka Sluzieb PE a (ii) riadenie
zivotného cyklu aplikacii pre RieSenia Nadobudatela
licencie (ktoré mézu zahffiat podporu pre RiesSenia a
hardvérové systémy Nadobudatefa licencie zo
strany timu IT Nadobudatela licencie). Toto riadenie
zivotného cyklu aplikacii je obmedzené vylu¢ne na
nasledujuce ucely:

e implementacia, konfiguracia, testovanie,
operacie, neustale zdokonalovanie a
diagnostika,

e riadenie incidentov (servisné stredisko), rieSenia
problémov a ziadosti o zmenu aktivované
pomocou technolégie SAP CRM integrovanej v
SAP Solution Manager Enterprise Edition,

e scenare riadenia zivotného cyklu mobilnych
aplikacii s pouzitim technologie SAP NetWeaver
Gateway alebo ekvivalentnej technoldgie
zacClenenej nastroja do SAP Solution Manager
Enterprise Edition,

e riadenie projektov riadenia zivotného cyklu
aplikacii pre RieSenia IT Nadobudatela licencie
pouzivajuce funkciu riadenia projektov
komponentu SAP  Project and Portfolio
Management zacéleneného do SAP Solution
Manager Enterprise Edition (funkcia riadenia
zdrojov a portfélii medzi projektmi v komponente
SAP Project and Portfolio Management nespada
do rozsahu SAP Solution Manager Enterprise
Edition a musi sa licencovat samostatne),

e administracia, monitorovanie, ohlasovanie a Bl
aktivované pomocou technologie SAP
NetWeaver integrovanej v nastroji SAP Solution
Manager Enterprise Edition. Bl sa mobéze
uskutoChovat aj v pripade, ak Nadobudatel
licencie licencoval prislusny softvér SAP Bl
podla Licencnej zmluvy.

Pri riadeni zivotného cyklu aplikacii, ako je uvedené
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under section 1(ii) above, Licensee does not require
a separate Package license to SAP CRM. Licensee
must hold appropriate Named User licenses to Use
SAP Solution Manager.

Licensee is entitled to use those SAP databases
which are listed on SAP’s Customer Support
Website that are generally available to all SAP
licensee’s together with SAP Solution Manager. This
runtime license is limited to the Use of the relevant
database as underlying database of the SAP
Solution Manager and limited to the PE Services
Term of an individual Order Form.

SAP Solution Manager Enterprise Edition may not 2.

be used for purposes other than those stated above.
Without limiting the foregoing restriction, Licensee
shall especially without limitation not use SAP
Solution Manager Enterprise Edition for (i) CRM
scenarios such as opportunity management, lead
management, or trade promotion management
except as CRM scenarios are expressly stated in
Section 1; (ii) SAP NetWeaver usage types other
than those stated above; or (iii) application lifecycle
management and in particular incident management
(service desk) except for Licensee IT Solutions; and
(iv) non-IT shared services capabilities, including
without limitation HR, Finance or Procurement; (v)
SAP Project and Portfolio Management including,
but not limited to, portfolio management or project
management other than management of application
lifecycle management projects as described above;
(vi) SAP NetWeaver Gateway except for the mobile
application lifecycle management scenarios with the
scope described above.

SAP — in its sole discretion — may update from time to 3.

time on the SAP Customer Support Website under
http://support.sap.com/solutionmanager the use cases
for SAP Solution Manager Enterprise Edition under this
Attachment.

SAP Solution Manager Enterprise Edition shall only 4.

be used during the PE Services Term of an
individual Order Form by Named Users licensed by
Licensee subject to the licensed rights for the
Software and exclusively for Licensee's SAP related
support purposes in support of Licensee’s internal
business operations. The right to use any SAP
Solution Manager Enterprise Edition capabilities
under PE Services other than those listed above is
subject to a separate written agreement with SAP,
even if such capabilities are accessible through or

v Clanku 1(ii) vy3Sie, Nadobudatel licencie
nevyzaduje samostatnu licenciu na balik pre SAP
CRM. Nadobudatel licencie musi vlastnit potrebné
licencie definovanych pouzivatefov, aby mohol
pouzivat nastroj SAP Solution Manager.

Nadobudatel licencie ma opravnenie na pouzivanie
databaz spolo¢nosti SAP, ktoré su uvedené na
Webovej lokalite podpory zakaznikov spolo¢nosti
SAP a ktoré su vSeobecne dostupné vSetkym
nadobudatefom licencie spolo¢nosti SAP spolu s
nastrojom SAP Solution Manager. Tato runtime
licencia je obmedzena na Pouzivanie relevantnej
databazy ako podkladovej databazy nastroja SAP
Solution Manager a na Obdobie poskytovania
Sluzieb PE prisluSnej Objednavky.

SAP Solution Manager Enterprise Edition sa nesmie
pouzivat na iné ucely, nez ako je popisané vyssie.
Nadobudatel licencie nebude pouzivat SAP Solution
Manager Enterprise Edition najma pre (i) scenare
CRM, ako napr. sprava prilezitosti, sprava
potencialnych zakaznikov alebo sprava podpory
obchodu, okrem pripadov scenarov CRM, ktoré su
vyslovene uvedené v Clanku 1, (ii) iné typy
pouzivania SAP NetWeaver nez su uvedené vysSie
alebo (iii) riadenie zivotného cyklu aplikacii a
predovSetkym  riadenie  incidentov  (servisné
stredisko) okrem RieSeni IT Nadobudatela licencie a
(iv) funkcie zdielanych sluzieb inych ako IT vratane
personalistiky, financii alebo obstaravania, (v) SAP
Project and Portfolio Management vratane iného
riadenia portfélii alebo riadenia projektov nez je
riadenie projektov riadenia zivotného cyklu aplikacii
uvedené vySSie, (vi) SAP NetWeaver Gateway
vratane Casu navrhu SAP NetWeaver Gateway
okrem scenarov riadenia zivotného cyklu mobilnych
aplikacii s rozsahom popisanym vysSie. Toto
ustanovenie nema vplyv na predchadzajice
obmedzenia.

Spolo¢nost SAP podla viastného uvazenia mobze
priebezne na Webovej lokalite podpory pre zakaznikov
spolo&nosti SAP na adrese
http://support.sap.com/solutionmanager aktualizovat
pripady pouzitia produktu SAP Solution Manager
Enterprise Edition na zaklade tejto Prilohy.

SAP Solution Manager Enterprise Edition mozu
po¢as Obdobia Sluzieb PE pre jednotliva
Objednavku pouzivat len Definovani pouzivatelia s
licenciou Nadobudatela licencie v sulade s
licenénymi pravami pre Softvér a vylu¢ne na ucely
podpory produktov SAP Nadobudatela licencie,
ktoré suvisia s podporou internych podnikovych
procesov  Nadobudatela licencie. Pravo na
pouzivanie akychkolvek inych funkcii SAP Solution
Manager Enterprise Edition v ramci Sluzieb PE nez
su funkcie uvedené vySSie je predmetom osobitnej
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related to SAP Solution Manager Enterprise Edition.
Notwithstanding the foregoing limitation on Named
Users, Licensee shall be entitled to allow any of its
employees to use web self-services in the SAP
Solution Manager Enterprise Edition during the PE
Services Term of an individual Order From for
creating support tickets, requesting support ticket
status, ticket confirmation directly related to
Licensee IT Solutions.

In the event Licensee terminates an individual PE 5.

Services Scope Document to an Order Form or an
individual Order Form and was receiving SAP
Standard Support, Licensee’s use of SAP Solution
Manager Enterprise Edition under the terminated PE
Services Scope Document or the terminated Order
Form shall cease. Thereafter, Licensee’s use of SAP
Solution Manager Enterprise Edition shall be
governed by the terms and conditions of the SAP
Standard Support Schedule.

Use of SAP Solution Manager Enterprise Edition 6.

may not be offered by Licensee as a service to third
parties even if such third parties have licensed SAP
Software and have licensed Named Users; provided,
third parties authorized to access the SAP Software
under the License Agreement may have access to
SAP Solution Manager Enterprise Edition solely for
SAP-related support purposes in support of
Licensee’s internal business operations under and in
accordance with the terms of this Attachment.

pisomnej dohody so spolo¢nostou SAP aj v takych
pripadoch, ak takéto funkcie sU pristupné
prostrednictvom SAP Solution Manager Enterprise
Edition alebo sa ho tykaju. Bez ohladu na
predchadzajuce obmedzenie Definovanych
pouzivatefov je Nadobudatel licencie opravneny
povolit ktorémukolvek zo svojich zamestnancov
pouzivat webové samoobsluzné sluzby v systéme
SAP Solution Manager Enterprise Edition pocas
Obdobia sluzieb PE pre jednotlivd Objednavku na
vytvaranie ziadosti o poskytnutie  podpory,
vyziadanie stavu ziadosti o poskytnutie podpory a
potvrdenie ziadosti priamo sulvisiacich s RieSeniami
IT Nadobudatefla licencie.

Ak Nadobudatel licencie vypovie individualny
Dokument o rozsahu Sluzieb PE k Objednavke alebo
individualnu Objednavku a prijimal sluzby SAP
Standard Support, pouzivanie nastroja SAP Solution
Manager Enterprise Edition podla vypovedaného
Dokumentu o rozsahu Sluzieb PE alebo vypovedanej
Objednavky zo strany Nadobudatela licencie sa
ukonéi. Potom sa bude pouzivanie nastroja SAP
Solution Manager Enterprise Edition Nadobudatelom
licencie riadit podmienkami prislusného Popisu
sluzieb podpory SAP Standard Support.

Nadobudatel licencie nesmie ponukat pouzivanie
nastroja SAP Solution Manager Enterprise Edition
ako sluzbu tretim stranam, aj ked tieto tretie strany
maju licencovany Softvér SAP a licencovanych
Definovanych pouzivatelov, ak tretie strany
opravnené na pristup k Softvéru SAP podla
Licenénej zmluvy maju povoleny pristup k nastroju
SAP Solution Manager Enterprise Edition vyluéne na
Ucely podpory tykajucej sa produktov spolocnosti
SAP v ramci podpory internych podnikovych
procesov Nadobudatela licencie a v sulade s
podmienkami tejto Prilohy.
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Attachment 3

SAP E2E ON-SITE EMPOWERING WORKSHOP

SAP’s Empowering Workshop Responsibilities: SAP Zodpovednosti

DELIVERY REQUIREMENTS

shall provide:

A qualified instructor
Printed course materials
Course presentation content

Access to SAP training website via a Citrix
Secure Gateway (“CSG”). The number of active
workstation logon access will be a function of the
bandwidth  available identified by the
requirements document mentioned in this
Attachment 3. CSG is a direct connection to an
SAP training landscape via the internet
(https://access.sap.com)

Licensee Responsibilities:

Suitable workshop environment, reasonably free
from distractions and with sufficient room for the
attendees to participate fully

Suitable audio-visual equipment meeting the
recommended requirements specified herein

Adequate number of properly configured
instructor and student workstations for the
number of participants attending the workshop.
Such student workstations shall meet the
recommended requirements specified herein

Prior to scheduling an on-site workshop,
Licensee must understand and adhere to the
requirements document (provided by SAP prior
to scheduling an on-site workshop) for each
workshop

All internal security and network issues

Internet access is available to all workstations,
student and instructor, for connecting to SAP’s
internal  training landscape via CSG. A
successful CSG test connection must be
completed before the workshop begins

Priloha 3

POZIADAVKY NA DODAVKY PRE SAP E2E ON-SITE

EMPOWERING WORKSHOP

spoloénosti SAP v suvislosti s

produktmi Empowering Workshop: spoloénost’ SAP
musi poskytnut’

kvalifikovaného inStruktora,
tlacené skoliace materialy,
obsah s prezentaciou Skolenia,

pristup k Skoliacej webovej lokalite spolo¢nosti
SAP prostrednictvom nastroja Citrix Secure
Gateway (,CSG®), pricom pocet aktivnych
pracovnych stanic s moznostou pristupu na
zaklade prihlasenia bude zavisiet od dostupnej
Sirky pasma, ktora je uvedend v dokumente s
poziadavkami spomenutom v tejto Prilohe 3
(CSG predstavuje priame pripojenie k Skoliacej

infrastruktire spoloCnosti SAP cez internet
(https://access.sap.com)).
Zodpovednosti Nadobudatel'a licencie:
e prostredie vhodné pre workshop, primerane

chranené pred ruSivymi vplyvmi a s dostatkom
miesta na plnohodnotné zapojenie u€astnikov,

vhodné audiovizualne vybavenie spifiajuce
odporu¢ané poziadavky zadané v tomto
dokumente,

primerany pocCet spravne nakonfigurovanych
inStruktorskych a Studentskych pracovnych
stanic pre pocet u€astnikov workshopu, pricom

pracovné stanice $tudentov musia spifiat
odporu¢ané poziadavky zadané v tomto
dokumente,

pred naplanovanim workshopu na pracovisku

musi Nadobudatel  licencie porozumiet
dokumentu s poziadavkami (poskytnutému
spolognostou SAP pred naplanovanim

workshopu na pracovisku) a suhlasit s ich
dodrziavanim pri kazdom workshope,
sietového

vSetky problémy interného a

zabezpecenia,

pristup k internetu je k dispozicii pre vSetky
pracovné stanice, Studentské aj inStruktorské, na
pripojenie k internej Skoliacej infrastrukture
spoloénosti SAP prostrednictvom CSG, pred
zaCatim workshopu je nutné uUspeSne vytvorit
testovacie pripojenie nastroja CSG,
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e An IT representative must be made available at
Licensee’s site for initial connectivity/network
type issues

Instructor Workstation:

The following requirements are recommended to
display presentations:

e Microsoft PowerPoint Viewer and Adobe Reader

e Depending upon the presentation, the instructor
workstation requires approximately 100 - 500MB
of free local disk space per presentation if
installed on the hard drive

Instructor and Student Workstations:

The following  minimum  requirements are
recommended to access the Windows Terminal
Servers:

e Microsoft Windows Operating System Windows
7, Windows 8, or Apple Operating System Mac
0S X

e MS-Internet Explorer version 8, or higher, or
Mozilla Firefox version 18.x, or higher, Google
Chrome Version 21 or higher

e Cookies, popups, frame usage must be allowed
in the internet browser

e 17" monitors operating at 1024x768 resolution
(for readability)

e Operating Systems and/or web browsers other
than stated above are not supported. The
remote training location that is accessing SAP
servers via our CSG solution must also have
sufficient spare bandwidth in their internet link to
support the extra traffic. An additional 30 - 50
Kbps per connection is recommended in excess
of their normal demand

e na pracovisku Nadobudatela licencie musi byt k
dispozicii zastupca oddelenia IT pre pripadné
uvodné problémy s pripojenim/typom siete.

Pracovna stanica inStruktora:

Na zobrazovanie prezentacii sa odporuc¢a dodrzat
nasledujuce podmienky:

e Microsoft PowerPoint Viewer a Adobe Reader,

v zavislosti od prezentacie pracovna stanica
inStruktora vyzaduje priblizne 100 az 500 MB
volného miesta na prezentaciu, ak je
nainstalovana na pevnom disku.

Pracovné stanice inStruktora a Studentov:

Na pristup k produktu Windows Terminal Servers sa
odporuca dodrzat nasledujuce minimalne
podmienky:

e operatny systém Microsoft Windows 7,
Microsoft Windows 8 alebo Apple Mac OS X,

e MS Internet Explorer, verzia 8 alebo novsia,
alebo Mozilla Firefox, verzia 18.x alebo novsia,
pripadne Google Chrome, verzia 21 alebo
novsia,

e v internetovom prehladavaci musia byt povolené
subory cookie, rozbalovacie okna a pouzivanie
ramcov,

e 17-palcové monitory s nastavenym rozliSenim 1
024 x 768 (na dosiahnutie prijatelnej
Citatelnosti),

e iné operatné systémy a/alebo webové
prehfadavace nez su uvedené vysSie nie su
podporované, miesto pre Skolenie na dialku,
ktoré ziskava pristup k serverom SAP
prostrednictvom nasho rieSenia CGS, musi mat’
internetové pripojenie s dostatkom vofnej Sirky
pasma, aby mohli podporovat prenosy navyse —
odporuca sa dodatoénych 30 - 50 kb/s na kazdé
pripojenie nad ramec normalnych poziadaviek.
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2.2

Attachment 4

Use Terms for Complementing Transformation
Software Solutions

This attachment governs the provision of
complementing transformation software solutions
(“Complementing  Solutions”) under the SAP
Landscape Transformation Management Services.

Usage Rights and Limitations

For the provision of the Complementing Solutions, 1.1

SAP grants to Licensee a non-exclusive, non-
perpetual, individual, personal and non-transferable
license to use the conversion, migration, and/or
analysis software solely for the purpose and only for
the duration SAP is performing SAP Landscape
Transformation Management Services according to
the scope and for the installations mutually agreed to
by the parties for the delivery of SAP Landscape
Transformation Management Services.

The Complementing Solutions specifically licensed 1.2

hereunder is not standard SAP software and is
subject to special restrictions, use, license, support
and maintenance terms. This includes, without
limitation, the documentation for the Complementing
Solutions (the “Documentation”), which SAP may
provide in its sole discretion, in electronic and/or
printed form with the Complementing Solutions. The
Documentation is available in the English, and any
comments in the coding of the Complementing
Solutions will not be translated by SAP. The
Complementing Solutions are designed for use by
suitably qualified specialists only and shall only be
used for the purposes designed and approved by
SAP and in accordance with the applicable
documentation, process description and
recommendations for the Complementing Solutions.

Delivery / Installation

Licensee may retrieve a copy of the Complementing 2.1

Solutions, and any available Documentation, via an
SAP provided download link which is individualized
for the Licensee.

SAP will provide Licensee with instructions for the 2.2

installation of the Solutions

(“Installation Instructions”).

Complementing

Priloha 4

Podmienky pouzivania dopliujucich rieSeni
transformaéného softvéru

Tato priloha riadi poskytovanie doplfiujucich rieSeni
transformaéného softvéru (,Dopliiujuce rieSenia“)
podla sluzieb SAP Landscape Transformation
Management Services.

Prava na pouzivanie a obmedzenia

V ramci poskytovania Dopliujucich rieSeni udeluje
spoloénost’ SAP Nadobudatelovi licencie
nevyhradnu, ¢&asovo obmedzend, individudlnu,
osobnl a neprenosnu licenciu na pouzivanie
softvéru na konverziu, migraciu a/alebo analyzu
vyhradne na ucely a iba pocas trvania poskytovania
sluzieb SAP Landscape Transformation
Management Services spolo¢nostou SAP podla
rozsahu a pre inStalacie, ktoré si strany vzajomne
odsuhlasili pre poskytovanie sluzieb SAP Landscape
Transformation Management Services.

Doplfujuce rieSenia Specificky licencované podfa
tohto dokumentu nepredstavuju Standardny softvér
SAP a vztahuju sa na ne Specidlne obmedzenia a
podmienky pouzivania, licencovania, podpory a
udrzby. Tie okrem iného zahffiaju dokumentaciu k
Doplfiujucim rieSeniam (,Dokumentacia®)
poskytovanu spolo€nostou SAP na zaklade jej
vlastného uvazenia v elektronickej a/alebo tlacenej
forme spolu S Dopliujucimi rieSeniami.
Dokumentacia je k dispozicii v anglickom jazyku a
spoloénost SAP nebude prekladat komentare v
kédovani Doplfiujucich rieSeni. Doplfiujuce rieSenia
su navrhnuté len na pouzitie primerane
kvalifikovanymi Specialistami a mézu sa pouzivat len
na ucely uréené a schvalené spolo¢nostou SAP a v
sulade s prislusnou dokumentaciou, popisom
procesov a odporu¢aniami pre Doplfiujuce rieSenia.

Dodanie a in§talacia

Nadobudatel  licencie  moéze  ziskat  kopiu
Doplfiujucich  rieSeni a akukolvek dostupnu
Dokumentaciu prostrednictvom prepojenia na ich
stiahnutie, ktoré mu poskytne spolo¢nost SAP a
ktoré je vyhradené len pre tohto Nadobudatela
licencie.

Spolo¢nost SAP poskytne Nadobudatelovi licencie
pokyny na instalaciu Doplfiujucich rieSeni (,Pokyny na
inStalaciu®).
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3.6

Support 3

In the event that there are malfunctions related to 3.1
Licensee’s use of the Complementing Solutions (e.g.
error messages, program terminations) which
materially  hinder Licensee’s use of the
Complementing Solutions, SAP shall use reasonable
efforts to provide support to Licensee’'s CCoE.
Licensee understands and agrees that SAP will not
provide support for the Complementing Software
under the Support Schedule.

The main channel for such support will be the 3.2
support infrastructure provided by SAP. Licensee
shall report malfunctions to SAP under the
components defined in SAP note 1463386. Reported
malfunction(s) submitted by the Licensee shall
include a written report specifying the malfunction
and a reproducible example.

Upon SAP’s request, Licensee shall promptly 3.3
provide SAP with printed error messages, and all
other data and records that may be useful or
necessary for the further analysis of the malfunction.

Licensee shall assist SAP in further identifying, 3.4
locating, or reporting any malfunctions experienced
by Licensee.

The support provided by SAP under this section 3 3.5
may include:

e A workaround (intermediary method to avoid or
bypass errors) to handle a malfunction that
cannot be solved immediately, in order to help
maintain the functionality of the affected
Complementing Solution; and/or;

e The delivery of a new version of the
Complementing Solution(s) via a SAP provided
download link which is individualized for the
Licensee

Details on the availability of the SAP support, 3.6
reaction times and the definition of message
priorities are defined in SAP note 1463386.

Podpora

V pripade vyskytu poruch suvisiacich s pouzivanim
Doplhujucich rieSeni Nadobudatefom licencie (napr.
chybovych hlaseni, ukon&eni programov), ktoré
Nadobudatelovi licencie zasadnym spésobom brania
v pouzivani Dopliujucich rieSeni, spolo¢nost SAP
vyvinie primerané Usilie na poskytnutie podpory
stredisku CCoE Nadobudatefla licencie. Nadobudatel
licencie si je vedomy a suhlasi s tym, ze spolo¢nost
SAP neposkytne podporu pre Doplfiujuci softvér
podla Popisu sluzieb podpory.

Hlavnym kandlom pre takuto podporu bude
infraStruktara podpory poskytnutda spolo€nostou
SAP. Nadobudatel licencie nahlasi poruchy
spolo¢nosti SAP podla komponentov definovanych v
pokyne SAP Note 1463386. Nahlasené poruchy
odoslané Nadobudatelom licencie musia obsahovat
pisomné hlasenie opisujuce poruchu a
reprodukovatelny priklad.

Na ziadost spolo¢nosti SAP Nadobudatel licencie
spolo€nosti SAP okamzite poskytne tlatené chybové
hlasenia a vSetky ostatné udaje a zaznamy, ktoré
mézu byt uzitocné alebo potrebné na dalSiu analyzu
poruchy.

Nadobudatel licencie poskytne spolo€nosti SAP
pomoc pri dalSom identifikovani, vyhladavani alebo
vykazovani akychkolvek poruch, ktoré Nadobudatel
licencie zaznamena.

Podpora poskytovana spolo¢nostou SAP podfa
tohto ¢lanku 3 méze zahfiat’

e doclasné riesenie (prechodny spbsob, ako sa
vyhnut chybam alebo ich obist) na odstranenie
poruchy, ktord nemozno vyrieSit okamzite, a na
zachovanie funk&nosti ovplyvneného
Doplfiujuceho riesenia,

e poskytnutie novej verzie Doplfiujucich rieSeni
prostrednictvom  prepojenia na  stiahnutie
poskytnutého spoloénostou SAP, ktoré je
prispdsobené pre Nadobudatela licencie.

Podrobnosti o  dostupnosti  sluzieb  podpory
spolo¢nosti SAP, reakénych ¢asoch a definicii priorit
sprav su definované v pokynoch SAP Note 1463386.
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