SUPPORT POLICY FOR SAP CLOUD SERVICES

This Support Policy for SAP Cloud Services is part of
an Agreement for certain SAP Cloud Services
("Agreement”) between SAP and Customer.

This decument has been executed in the English and
Slovak language. In the case of ambiguity or
discrepancies between the two versions, the English
version shall prevail.

SUPPORT OFFERINGS

As part of SAP’s ONE Support approach, which
provides a consistent support experience for Cloud
Services and on-premise solutions, SAP offers two
support lavels, SAP Enterprise Support, cloud
editions and SAP Preferred Care. SAP Enterprise
Support, cloud editions is included in the
subscription fees for SAP Cloud Services stated in
the Order Form unless alternative support terms are
specified in the Supplementai Terms for the Cloud
Service. For an additional fee, customers can obtain
SAP Preferred Care as an add- on to SAP Enterprise
Support, cioud editions, if and when available.

1. Support Service Scope.
The following table describes the services included
in SAP Enterprise Support, cloud editions and SAP
Preferred Care. Further clarification of terms in the
following table is provided in the Capitalized Terms
table below,
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PRAVIDLA PODPORY PRE CLOUDOVE SLUZBY
SAP

Tieto Pravidla podpory pre Cloudové sluzby SAP si

sucastou zmluvy o urditych Cloudovych sluibach

SAP (,Zmluva“), ktord medzi sebou uzatvaraji

spoloénost SAP a Zakaznik.

Tento dokument je vyhotoveny v anglickom a

slovenskom jazyku. V pripade nejednoznatnosti

alebo nezrovnalosti medzi oboma verziami, je

rozhodujica anglicks verzia.

UROVNE PODPORY

V rdmci pristupu ONE Support spoloénosti SAP,
ktery zabezpeluje konzistentny pristup k podpore
pre Cloudové sluzby aj riefenia v mieste prevadzky,
spolo€nost SAP ponika dve trovne podpory — SAP
Enterprise Support, cloud editions a SAP Preferred
Care. SAP Enterprise Support, cloud editions je
zahrnutd v predplatnom na Cloudové slufby SAP
uvedené v Objednavke, ak nie sU v Dopliujucich
podmienkach pre Cloudovt sluibu uvedené iné
podmienky poskytovania pedpory. Zakaznici mé3u
Za dodatocny poplatok ziskat podporu SAP
Preferred Care ako doplnok k SAP Enterprise
Support, cioud editions ak je k dispozicii a tam, kde
je k dispozicii.

1. Rozsah sluZieb podpory.
Nasledujica tabulka obsahuje popis sluZieb
zahrnutych v SAP Enterprise Support, cloud editions
a SAP Preferred Care. Dodatolné vysvetlenie k
pojmom v nasledujicej tabulke je k dispozicii v
tabulke Pojmy uvedené velkymi podiato&nymi
pismenami nizsie.

SAP Enterprise Support, cloud
editions

SAP Preferred Care

Description

Foundational engagement
support with focus on customer
interaction and issue resalution.

An add-on to SAP Enterprise
Support, cloud editions that
includes strategic guidance and
customer-specific best practices
to help drive user adoption and
value realization
(Representation below includes
SAP Enterprise Support, cloud

Mission Critical Support

24x7 Mission Critical Support
for P1 and P2 issues (English
only)

O

24x7 prioritized issue handling

Non-Mission Critical Support
for P3 and P4 issues during

Monday to Friday 8 am to 6 pm
(Local Time Zone), excluding

Monday to Friday 8 am to 6 pm
(Local Time Zone), excluding

business hours (English only) local holidays local holidays
Customer Interaction Center O ]

24x7 (as stated below) (as stated below)
Global Support Backbone a O
End-to-end Supportability O O

Support Policy for SAP Cloud Services (DUAL ) skSK.v.2-2017
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Empowearment

Access to remote SAP support
content and services, €.9.,
Meet-the-Expert Sessichs

O

O

Release Update Information

Self-service through web and

Customer-specific Release

Services

community Update Information
Collabotration
SAP Support Advisory ] d

SAP Cloud Service and
process-related guidance

Access to Support Expert for
technical and product usage
advice, best practices and
operational excellence
{within customer’s reqgion)

Regular checkpoint

Meeting with Support Expert to
review critical issues, reporting
and best practices

SAP Enterprise Support, cloud
editions

SAP Preferred Care

Popis

Zakladna zmiuvna podpora so
zameranim na interakciu so
24kaznikom a riesenie
problémov,

Doplnok k SAP Enterprise
Support, cloud editicns, ktory
zahina strategické poradenstvo

a osvedcené postupy pre

konkrétneho zakaznika na

podnietenie osvojenia
pouzivatelom a realizacie
hodnoty (priklad ni2sie zahriia
SAP Enterprise Support, cloud
editions).

Podpora Mission Critical Suppeort

NepretrZita podpora Mission
Critical Support pre problémy
s prioritami P1 a P2 (len v
angli¢tine)

O

Nepretriitd podpora spracovania
prioritnych problémov

Ina podpora neZ Mission
Critical Support pre problémy
s prioritami P3 a P4 pocas

Od pondelka do piatka od
08:00 do 18:00 (v miestnem
tasovormn pasme) § vynimkou

0d pondelka do piatka od 08:00
do 18:00 (v miestnom casovom
pasme) s vynimkou miestnych

obsahu a sluZzbam spolo&nosti
SAP, napr. relaciam Meet-the-
Expert

pracovnych hodin (len v miestnych sviatkov sviatkov

anglictine)

Customer Interaction Center, 0 a

nepretriita podpora {ako je uvedeng nizsie} {ako je uvedené niziie)

Globalna architektura podpory ] O

MoZnosti komplexnej podpory O O
Splnomocneni

Pristup ku vzdialenému O O

Informacie o aktualitéch vo
vydaniach

SamoobsiuZna sluZba cez
web a komunity

Informacie o aktualitach vo
vydaniach pre konkrétneho
zakaznika

Spolupraca

Support Policy for SAP Cloud Services (DUAL} SkSK.v. 2-2017
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Sluzby SAP Support Advisory
Services

| O

Dozor stvisiaci s Cloudovymi
sluZzbami SAP a procesmi

Pristup k pracovnikovi
Support Expert, ktory
poskytuje technické
poradenstvo a poradenstvo
tykajice sa pouzivania
produktu, osvedfenych
postupov a kvality prevadzky
{v ramci regiénu zakaznika)

Pravidelny kontrolny hod

Stretnutie s pracovnikom
Support Expert na posudenie
kritickych problémaov,
vykazovania a osvedCenych
postupov

Empowerment content and session schedules are
stated at the SAP Support Portal in the SAP Enterprise
Support Academy section. Scheduling, availability
and delivery methodology is at SAP's discretion,

Support services related to Empowerment and
Innovation and Value Realization as stated above,
require a customer request and are provided
remotely. For example, remote support services may
include assisting customers in evaluating the
innovation capabilities of the latest updates and
technology innovation and how they may be deployed
for a customer s business process requirements, or
giving customer guidance in the form of knowledge

transfer sessions. Scheduling, availability and
delivery methodology are at SAP “s discretion.
The support services are available in English

language, unless stated otherwise.

2. CUSTOMER INTERACTION CENTER
LANGUAGES

SAP Support provides initial telephone contact for
Customer Contacts, defined below, through the SAP
one support phone number *CALL-1-SAP” {as stated
at the CALL-1-SAP page:
https://support.sap.com/contactus) and/or via other
solution specific hotlines in the following languages:
English (available 24 hours all weekdays) and,
depending on local office hours and availability, in
German, French, Italian, Spanish, Polish, Russian
{during European office hours); Japanese, Chinese,
Korean, Bahasa (during Asia/Pacific office hours);
Portuguese and Spanish (during Latin America office
hours). Issues which lead to a support case which is
processed by specialized technical support engineers
around the world or any support by a third party are
in English only.

3. CONTACTING SUPPORT

Suppoit Policy for SAP Cloud Services (DUAL) skSK.v.2-2017

Obsah a plény relacii spinomocnenia s uvedené na
portali SAP Support Portal v Casti SAP Enterprise
Support Academy. Metodika pldnovania, dostupnosti
a dodavok je rozhodnutim spoloénost SAP.

Sluzby podpory sdvisiace so Splnomocnenim,
Inovaciou a Realizaciou Hodnoty tak, ako s0 opisang
vySéie, sa poskytujd na zéklade poziadavky
pouZivatela a poskytujt sa na diatku. SluZby podpory
na diatku mézu zahrnat napriklad pomoc zakaznikomn
pri hodnoteni inovadnych funkeii  najnoviich
aktualizacii a technologickej inovacie a mo¥nosti ich
nasadenia na uspokojenie potrieb podnikovych
procesov zakaznika alebo poskytovanie poradenstva
zdkaznikovi vo forme reldcii prenosu poznatkov.
Metedika pldnovania, dostupnosti a dodavok je
rozhodnutim spoletnost SAP.

Ak nie je uvedené inak, sluZby podpory su k dispozicii
v anglickomn jazyku.

2. JAZYKY CENTRA CUSTOMER
INTERACTION CENTER
Sluzby podpory spoloénosti SAP zahffiajo dvodny
telefonicky  kontakt pre Kontakty 2Zakaznika
definované nizsie prostrednictvom telefénneho &isla
podpory SAP One ,CALL-1-SAP" (ako je uvedené na
stréanke CALL-1-SAP;
https://support.sap.com/contactus) alebo c¢ez iné
iinky hotline pre konkrétne rieSenia v nasledujicich
jazykech: anglittina (k dispozicii 24 hodin denne
pocas pracovnych dni) a v zavislesti od rmiestnych
pracovnych hodin a dostupnosti aj v nemcine,
francuzstine, taliantine, Spaniel€ine, pol%tine, rugtine
(potas pracovnej doby pre Eurdpu); japonéine,
instine, kérejCine, bahasa (podas pracovnej doby pre
Aziu a Tichomorie); portugal&ine a &panieltine (potas
pracovnej doby pre Latinskd Ameriku). Podpora pri
vyskyte problémov, ktoré rieSia 3pecializovani
inZinieri sluZieb technickej podpory z celého sveta, a
podpora poskytované tretou stranou je k dispozicii len
v angliétine.

3. KONTAKTOVANIE PODPORY
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Beginning on the effective date of a customer’s
agreement for Cloud Services, that customer may
contact SAP's support organization as primary point
of contact for support services.

For contacting SAP's support organization, the
current preferred contact channel for SAP Enterprise
Support, cloud editions is the SAP Support Portal at
https://support.sap.com, unless otherwise set forth
in the table below.

SAP Cloud Service

Priloha B

Zakaznik sa mdZe od datumu nadobudnutia Géinnosti
svojej zmluvy na Cloudové sluzby obratit na
organizaciu podpory spolo¢nosti SAP ako na primarny
bod kontaktu pre sluzby podpory.

Aktualne  preferovany  kontaktny kandl na
skontaktovanie 53 s organizaciou podpery spolo&nasti
SAP pre SAP Enterprise Support, cloud editions je
portal SAP Support Portal na stranke
https://support.sap.com, ak v tabulke niZsie nie je
uvedené inak.

Contact Channels

SAP Concur SAP
Ariba SAP
Fieldgiass

SAP Hybris Sales and SAP Hybris Service SAP
Sports One
SAP Learning Hub

cm ud;v asiu_ib_asgp ..........................................

in the application help menu

https://concursolutions.com
https://connect.ariba.com
http :{{ﬁeﬂgﬂass.com[solutionsﬁsugpcrt_or embedded

| Kontaktné kanaly

Embedded in the applicable SAP Cloud Service:

+ For end-users: The “Help Center”,
accessible from every screen,

» For Key Users: The “Application & User
Management Work Center”.

[ma= s EEE
SAP Concur SAP
Ariba SAP
Fieldglass

SAP Business ByDesign

SAP Hybris Sales a SAP Hybris Service SAFP
Sports One

SAP Learning Hub

“Customers that have subscribed to the SAP Preferred
Care services may contact their assigned Support
Expert directly for selution expertise support,

4. CUSTOMER RESPONSE LEVELS

SAP responds to submitted support cases (also
referred to as “case”, “incident”, or “issue”) as
described in the table below.

https: //concursolutions.com
https://connect.ariba.com

Qttg:.{{fieﬂgla&.com{smutionsgsugm alebo sudast
ponuky Pomocnika aplikacie

w

Zatlenené do prisius
e Pre koncovych pouZivatelov: Help Center

(dostupné z kazdej obrazovky).
« Pre klutovych pouZivatelov: Application & User
Management Work Center.

Zakaznici s pre_dplaten;'mi sluibamiwé)\_ﬁml;i;é-ferred
Care mé3u v shvislosti so sluzbami podpory experta
f priame svojho uréeneho

na dané riesenie kontaktovat
pracovnika Support Expert.

4. UROVNE ODOZVY NA HLASENIE
ZAKAZNIKA

Spolognost SAP reaguje na zaslané podporné
hiasenia (oznatované aj ako ,pripad®, .incident®
alebo ,problém") tak, ako je to opisané v tabulke
nizsie.

ﬁriority \ Definition

Response Level

P1 Very High: An incident should be
categorized with the priority "very

high" if the preblem has very serious

Support Policy for SAP Cloud Services

(DUAL) skSK.v.2-2017

Initial Response: Within one hour of case
submission.
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consequences for normal business
processes or IT processes related to
core business processes. Urgent work
cannot be performed.

This is generally caused by the

following circumstances:

- A productive service is completely
down.

- The imminent system Go-Live or
upgrade of a production system
cannot be completed.

= The customer's core business
processes are seriously affected.

A workaround is not available for each
circumstance. The incident requires
immediate  processing because the
malfunction may cause serious losses,

Priloha B

Ongoing Communication: Unless otherwise
communicated by SAP Support, ance every hour,

Resolution Target: SAP to provide for issues
either a (i) resolution, or (ii) workaround or (iii)
action plan within four hours.

P2 High: An incident should be
categorized with the priority "high" if
normal business processes are
seriously affected. Necessary tasks
cannot be performed. This is caused by
incerrect or inoperable functions in the
SAP  service that are required
immediately.

Initial Response: Within four hours of case
submission for SAP Enterprise Support, cloud
edition customers and within two hours of case
submission for SAP Preferred Care customers.

Ongoing Communication: Unless otherwise
communicated by SAP Support, once every six
hours.

The incident is to be pracessed as
quickly as possible because a
continuing malfunction can seriously
disrupt the entire productive business

Resolution Target: SAP to provide for issues
either a (i) resolution, or (ii) workaround or (iii)
action plan within three business days for SAP
Preferred Care customers only.

flow.

P3 Medium: An incident should be
categorized with the priority
"medium” if  normal business

processes are affected. The problem is
caused by incorrect or inoperable
functions in the SAP service.

Initial Response: Within one business day of
case submission for SAP Enterprise Suppott,
cloud edition customers, and within four business
hours of case being received for SAP Preferred
Care customers.

Ongoing Communication: Unless otherwise
communicated by SAP Support, once every three
business days for Non-Defect Issues and ten
business days for product defect issues.

P4 Low: An incident should be
categorized with the priority "low" if
the problem has little or no effect on
normal  business processes. The
problem is caused by incorrect or
ineperable functions in the SAP
service that are not required daily, or
are rarely used.

Support Policy for SAP Cloud Services (DUAL) skSK.v.2-2017

Initial Response: Within two business days of
case submission for SAP Enterprise Support, cloud
editions customers and within one business day of
case submission for SAP Preferred Care
customers.,

Ongeoing Communication: Unless otherwise
communicated by SAP Support, once every week,
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Priorita Definicia | Urovei odozvy ’

P1 Vel'mi vysoka: Incident mus! byt Prva odozva: do jednej hodiny od nahlasenia
oznaceny prioritou ,velmi vysokd®, ak pripadu.
problém ma velmi zdvainé dbsledky na
bezné podnikové procesy alebo IT  pokradujlica komunikacia: ak to Podpora
procesy  slvisiace s  kii€ovymi  spolo&nosti SAP neurdila inak, raz za hodinu.
podnikovymi precesmi. Nie je mozZné
vykonavat naliehavé price. Ciel’ rie§enia: spolodnost SAP poskytne pre

problémy (i) riedenie, (ii) dofasné rieenie alebo

Toto je wvo vSeobecnosti spdsobené (iiiy akény plan do étyroch hodin.
nasledujucimi okalnostami:
- uplny vypadok produktivnej sluzby,
- bezprostredné uvedenie systému do

redinej prevadzky alebo up-grade

produktivneho systému sa neda

dokonéit,
- problém ma zdvainy vplyv na

klucové podnikové procesy

zakaznika.
Docasné rieSenie pre tieto pripady nie je k
dispozicii. Incident si vyZaduje ckamZité
spracovanie, pretoZe zlyhanie mdZe viest
k vaznym stratdm.

P2 Vysoka: Incident musi byt oznadeny ako Prva odozva: do Styroch hodin od nahlasenia
incident s prioritou ,vysokd", ak mj pripadu v pripade zakaznikov s SAP Enterprise
véZny vplyv na beiné podnikové procesy. Support, cloud editions a do dvoch hodin od
Nie je moZné vykondvat potrebné (lohy, nahlasenia pripadu v pripade zakaznikov s
¢o je spbsobené nespravnostou alebo pedporou SAFP Preferred Care.
nefunkénostou funkcii sluzby spolo&nosti
SAP, ktore su potrebné okamiite. Pokradujica komunikacia: ak to Podpora

spoloénosti SAP neurdila inak, raz za Sest
hodin.
Incident sa musi spracovat tak rychlo,  Ciel' rieS$enia: spoloénost SAP poskytne pre
ako je to mozZné, pretoZse pretrvdvajuce problémy (i) rieSenie, (ii) docasné riedenie
zlyhdvanie mdZe vaZne narudit vSetky alebo (iii} akény plan do troch pracovnych dni
produkéné toky v podniku. len pre zakaznikov so sluZbou SAP Preferred
Care.

P3 Stredna: Incident musi byt ozna&eny Prva ocdozva: do jedného pracovného dia od
pricritou ,stredna“, ak ma dbsledky na nahlésenia pripadu v pripade zakaznikov so SAP
beiné podnikové procesy. Problém je Enterprise Support, cloud editons a do 3tyroch
spdsobeny nespravnostou alebo pracavnych hodin od nahldsenia pripadu v
nefunkénostou funkcii sluzby pripade zakaznikov s podporou SAP Preferred
spoloénosti SAP. Care.

Pokradujioca komunikacia: ak to Podpora
spoloCnosti SAP neurdila inak, raz za tri
pracovné dni v pripade Problémov
nespdsobenych chybou produktu a raz za desat
pracovnych dni v  pripade problémov
spdschenych chybou produktu.

P4 Nizka: Incident musi byt oznafeny Prva odozva: do dvoch pracovnych dni od

prioritou  ,nizka®, ak ma problém

Support Policy for SAP Cloud Services (DUAL) skSK.v.2-2017

nahldsenia pripadu v pripade zakaznikov so SAP
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nepatrné alebo Ziadne désledky na
bezné podnikové procesy. Problém je
spdsobeny nespravnostou alebo
nefunk&nostou funkcii sluZby SAP, ktoré
sa nevyZaduji na dennej baze alebo
ktoré sa pouZivajui iba velmi zriedkavo.

Priloha B

Enterprise Support, cloud editions a do jedného
pracovného dfa od nahlasenia pripadu v
pripade zdkaznikov s podporou SAP Preferred
Care.

Pokradujica komunikacia: ak to Podpora
spolognosti SAP neuréila inak, raz ty¥denne.

The following types of incidents are excluded
from customer response levels as described
above: (i) incidents regarding a release, version
and/or functionalities of SAP Cloud Services
developed specifically for customer (including
those developed by SAP Custom Development
and/or by SAP subsidiaries); (ii) the root cause
behind the incident is not a malfunction, but
missing functionality (“*development request”) or
the incident is ascribed to a consulting request
("how-to”).

CUSTOMER'S RESPONSIBILITIES
5.1 Customer Contact. In order to
receive support hereunder, Customer will
designate at least two and up to five qualified
English speaking contact persons (each a
"Customer Contact”, "Designated Support
Contact”, “Authorized Support Contact”, “Key
User” or “Application Administrator” - system
administrator roles within specific Cloud Services)
who are authorized to contact or access the
Customer Interaction Center, SAP Support
Advisory Services and Mission Critical Support
services. The Customer Contact is responsible for
managing ail business related tasks of the Cloud
Service related to Customer’s business, such as:

(i) Support end users and manage their
incidents. This includes searching for known
solutions in available documentation and
liaising with SAP support in the event of new
problems;

(i} Manage background jobs and the distribution
of business tasks across users (if available);

connections to
systems  (if

monitor
third  party

(iii) Manage and
Customer’s
available);

(iv) Support the adoption of the Cloud Service.

5.2 Contact Details. Customer will

provide contact details (in particular e-mail

address and telephone number) through which
the Customer Contact or the authorized
representative of the Custormer Contact can be
contacted at any time. Customer will update its

Support Policy for SAP Cloud Services (DUAL) skSK.v.2-2017

Nasledujuce typy incidentov s vylGéené z Grovni
odozvy na hlasenie zakaznika tak, ako su opisané
vyssie: (i) ak ide o incidenty tykajlce sa vydania,
verzie alebo funkcii Cloudovych sluzieb SAP
vyvinutych Specificky pre zakaznika (vritane
sicasti vyvinutych v rédmci vlastného vyvoja
spolo€nosti SAP alebo pobotkami spolofnosti
SAP), (i) ak hlavnou pri€inou incidentu nie je
zlyhanie, ale chybajica funkcia (,vyvojova
poziadavka"), pripadne ak incident je moZné

pripisat  poskytnutiu  poradenskych slufieb
(.postup na rieSenie).
5. ZODPOVEDNOST ZAKAZNIKA

5.1 Kontakt Zakaznika. Pre pristup

k podpore, tak ako je to definované v tomto
dokumente, Zakaznik uréi minimalne dve a
maximalne pat  kvalifikovanych  anglicky
hovoriacich kontaktnych oséb (oznadovanych
ako ,Kontakt Zdkaznika", ,Urfeny kontakt
podpory”, ,Autorizovany kontakt podpory",
~KluCovy pouzivatel” alebo ,Spravca aplikacii® -
o sU roly spréveu systému v rédmci konkrétnych
Cloudovych  sluZieb), ktori si opravneni
kontaktovat sluzby Customer Interaction Center,

SAP Support Advisory Services a Mission Critical

Support alebo k nim ziskat pristup. Kontakt

Zakaznika zodpoveda za spravu véetkych

pracovnych dloh Cloudovej sluzby, ktoré sdvisia

s podnikom Zakaznika, ako je napriklad:

(i) podpora pre koncovych poufivatelov a
sprava ich incidentov (zahffia vyhladavanie
znamych rieseni v dostupnej dekumentacii a
kontaktovanie oddelenia sluZieb podpory

spolonosti  SAP v pripade novych
problémov),

(i) sprava uloh na pozadi a distribdcia
podnikovych Uloh medzi pouZivatelov (ak je
k dispozicii),

(iii) sprava a monitorovanie pripojeni k systémom
tretej strany Zakaznika (ak su k dispozicii),

(iv) podpora pri osvojovani Cloudovej sluzby.

5.2 Kontaktné dadaje. Zakaznik
poskytne kontaktné Udaje (a to najma e-mailové
adresy a telefonne &isla), pomocou ktorych je
moiné kedykolvek sa spojit s Kontaktom

Zakaznika alebo opravnenym  zdstupcom
takéhoto  Kontaktu  Zakaznika. Zakaznik
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Customer Contacts for an SAP Cloud Service aktualizuje Kontakty Zakaznika pre Cloudovu

through  the

SAP  Support Portal at sluzbu SAP prostrednictvormn portalu SAP Support

https://support.sap.com _or the respective Portal na stranke https://support.sap.com alebo
contact channel mentioned in section “Contacting prostrednictvomn prislusného kontaktného

Support” above.

Only authorized Customer kandla, ktory je uvedeny v &asti Kontaktovanie

Contacts may contact SAP’s support organization.  podpory vyséie. Na organizaciu podpory

spoloénosti SAP sa moZu obracat iba opravnene
Kontakty Zakaznika.

5.3 Cooperation. To receive support 5.3 Spolupraca. Zakaznik musi v
services, Custorner will reasonably cooperate  zdujme prijimania sluZieb podpory primerane
with SAP to resolve support incidents, and will spolupracovat so spolonosfou SAP pri rieseni

have adequate technical expertise and knowledge incidentov  podpory a musi disponovat
of their configuration of the SAP Cloud Services adekvatnou technickou odbornostou a
to provide relevant information to enable SAP to znalostami o svojej konfiguracii Cloudovych
reproduce, troubleshoot and resolve the siufieb SAP, aby mohol poskytovat relevantné
experienced error such as e.g. reference 1D, issue informacie, ktoré spolognosti SAP umoZiiujd
examples, screenshots. reprodukovat, riesit a odstranit vzniknutd chybu,

napr. referenény identifikator, priklady problému
a snimky obrazovky.

6. CAPITALIZED TERMS 6. POJMY UVEDENE VELKYMI

POCIATOCNYMI PISMENAMI

Below are further explanations of the capitalized  Nizsie su dalSie vysvetlenia pojmov uvedenych
terms used above: velkymi pociatoénymi pismenarni, ktoré sa

pouZivajl vyssie:

Customer
Interaction Center
24x7

Units within SAP's support organization that custorners may contact for general
support related inquiries through the described contact channels.

End-to-end
Supportability

Support for incidents that occur in integrated business scenarios consisting of SAP
Cloud Services and / or both SAP Cloud Services and other SAP products with a valid
support agreement.

Global Support

SAP's knowledge database and SAP’s extranet for knowledge transfer on which

Backbone SAP makes available content and services to customers and partners of SAP only.
The Global Support Backbone alsc includes the SAP Suppert Portal at
https://support.sap.com.

Go-Live Go-Live marks the point in time from when, after set-up of the SAP Cloud Services

for the a customer, the SAP Cloud Services can be used by that customer for
processing real data in live operation mode and for running that customer’s internal
business operations in accordance with its agreement for such SAP Cloud Services.

Local Time Zone

A customer's local time zone, depending on where the customer is
headquartered.

Meet-the-Expert
Sessions (MTE)

Live webinars focusing on SAP Enterprise Support services and the support aspects
of the latest SAP technologies. Recorded sessions are available in the replay library
in the SAP Enterprise Support Academy for self-paced consumption.

Mission Critical
Support

Global incident handling by SAP for issues related to support hereunder with P1 and
P2, including Service Level Agreements for Initial Response, 0Ongoing
Commmunications and Resolution Targets (as set forth in the above table for Response
Levels).

Non-Defect Issue

A reported support case that does not involve a defect in the applicable SAP Cloud
Service and does not require engineering / development or operations personnel to
resoclve.
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Periodic Cloud
Service Review
and Planning

Periodic meetings with named customer contact to review key business objectives
captured in a scorecard for their solutions covered under Preferred Care.

Proactive Checks

Self-services, providing recommendations for the specific customer situation.

Product Roadmap
Update
Information

Product roadmaps SAP makes generally available to customers as part of customer
support. Product Roadmap Update Information is provided for informational purpases
only, and SAP does not commit to providing any future products, features or
functionality as described in the Product Roadmap Update Information.

Release Update
Information

Generally available documented summaries, webinars and videos provided by SAP
ta inform and instruct customers on new product release changes.

SAP Cloud Service

Any SAP Cloud Service set forth in an applicable Order Form.

SAP Enterprise
Support Academy

Content and services in several formats, supporting different learning styles and
needs, from ad hoc problem solving to structured, long-term knowledge acquisition.

SAP Enterprise
Support Reporting

A report or dashboard analyzing and documenting the status of support services and
achievements hereunder (e.g., based an solution monitoring capabilities and support
case status).

SAP Support
Advisory Services

Access to support experts who help customers on support-related requests and
advice on the right support deliverables and assets.

Support Expert

A specific SAP customer representative (often referred to as Customer Success
Manager) that is assigned to Customers with SAP Preferred Care as the primary
contact for ongoing management, to provide support case oversight, technical
guidance and mentorship, customer-specific information on release updates and
guidance on adoption and usage.

Customer Oddelenia v rdmci organizacie podpory spolocnosti SAF, na ktord sa zékaznici moZu
Interaction obratit so ziadosfou o vieobecnd poedporu prostrednictvom opisanych kontaktnych
Center, kanalov.

nepretrZita

podpora

MoZnosti Podpora pre incidenty, ktoré sa vyskytuj( v integrovanych podnikovych scenaroch
komplexnej zahffiajucich Cloudové sluzby SAP alebo Cloudové sluzby a iné produkty spolo€nosti
podpory SAP s platnou zmluvou © poskytovani sluZieb podpory.

Globalna Databéaza znalosti spolotnosti SAP a extranet spolo¢nosti SAP uréeng na
architektira poskytovanie znalosti, prostrednictvom ktorych spolotnost SAP spristupfiuje
podpory obsah a slutby vylutne zdkaznikom a partneram spolognosti SAP. Globalna

architektura podpory zahfia aj portdl SAP Support Portal na lokalite
https://support.sap.com.

Uvedenie do
realnej prevadzky

“Go-Live"

Uvedenie do realnej prevadzky predstavuje bod v tase, od ktorého, po nastaveni
Cloudovych slufieb SAP pre zakaznika, tento mbse pouzivat Cloudové sluZby SAP na
spracovanie realnych udajov v rezime redlnej prevadzky a na spustanie svojich
internych podnikovych operécii v silade so zmluvou pre prisludné Cloudové sluZby
SAP.

Miestne ¢asové
pasmo

Miestne tasové pasmo zdkaznika, ktoré umiestnenia Ustredia zédkaznika.
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Relacie Meet-the-
Expert (MTE)

Webinare naZivo, ktoré si zamerané na sluzby SAP Enterprise Support a aspekty
podpory najnovsich technoldgii spoloénosti SAP. V kniZnici nahravok v slu?be SAP
Enterprise Support Academy su k dispozicii nahrévky relécii na ulely samostudia,

Podpora Mission
Critical Support

Globalne spracovanie incidentov spoloénosfou SAP v pripade problémov suvisiacich
s podporeou podla tohto dokumentu s prioritou P1 a P2 vratane Dohéd o dGrovni slufieb
pre Prvi odozvu, Pokratujicu komunikéciu a Ciele riedenia {ako st uvedené v tabutke
vyssie pre Urovne odozvy).

Problém
nesposobujici
chybu

Nahlaseny pripad podpory, ktory nezahffia chybu v prislugne; Cloudovej siuzbe SAP
a nevyzaduje rieSenie zo strany technického, vyvojarskeho alebo prevadzkového
personalu.

Pravidelné
kontroly a
planovanie
Cloudovych sluZieb

Pravidelné stretnutia s urCenym kontaktom zakaznika na sledovanie kiacovych
obchodnych cielov, ktoré si zaznamenané v prehlade ukazovatelov vykonu pre
riedenia, na ktoré sa vztahuje sluZba Preferred Care.

Proaktivne
kontroly

SamoobsluZné sluzby, poskytovanie odporacani pre konkrétne situdcie zdkaznika.

Informacie o
aktualitach v
planoch rozvoja
produktov

Plany rozvoja produktov, ktoré spolotnost SAP vieobecne spristupnuje pre
zakaznikov ake siéast podpory pre zakaznikov. Informacie o aktualitach v planoch
rozvoja produktov sa poskytujli len na informaéné Gcely a spolofnost SAP sa
nezavizuje poskytovat Ziadne buddce produkty, funkcie ani funkcionality popisované
v Informaciach o aktualitdch v pladnoch rozvoja produktov.

Infoermacie o
aktualitach vo
vydaniach

Vieobecne dostupné zdokumentované suhrny, webindre a vided poskytnuté
spolo¢nostou SAP na Géely informovania a inftruktaze zakaznikov ohladne zmien v
novych vydaniach produktov.

Cloudova sluzba
SAP

Lubovolna Cloudova sluzba SAP uvedena v prisludnej Objednavke.

SAP Enterprise
Support Academy

Obsah a sluZzby vo viacerych formdtoch na podporu rdznych Stylov a potrieb
vzdeldvania od rieSenia problémov ad hoc aZ po §truktirované a dihodobé ziskavanie
poznatkov,

Vykazovanie
sluZieb SAP
Enterprise
Support

Zostava alebo panel dashboard na analyzu a dokumentovanie stavu slufieb podpory
a dosiahnutych vysledkov podfa tohto dokumentu (napr. na ziklade funkcii
monitorovania rieSeni a stavu pripadu podpory).

SluZby SAP
Support Advisory
Services

Pristup k expertom na sluiby podpory, kKtorf pomahaju zakaznikom s poZiadavkami
sUvisiacimi s podporou a poradenstvom tykajlicim sa sprivnych vystupov a aktiv
podpory.

Support Expert

Specialny zéstupca zdkaznika zo spoloénosti SAP (&asto oznadovany aj ako Customer
Success Manager), ktory je priradeny k Zakaznikom so sluzbou SAP Preferred Care
ako primarny kentakt, ktory priebeznu zabezpeduje dozor nad pripadmi podpory,
technické poradenstvo a mentorstvo, informdcie o aktualitich vo vydaniach pre
konkrétneho zakaznika a poradenstvo v ablasti osvojenia a pouivania.
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