1. SERVICE LEVEL AGREEMENT
This Service Level Agreement for SAP Cloud
Services sets forth the System Availability
SLA for the productive version of the
applicable SAP Cloud Services to which
customer has subscribed (“Cloud
Services”) in an Order Form with SAP.
This Service Level Agreement for SAP Cloud
Services shall not apply to any SAP Cloud
Service for which a System Availability
service level is explicitly set forth in the
applicable  Supplemental Terms and
Conditions for such SAP Cloud Service or for
which the applicability of service levels is
explicitly excluded in the Agreement.

This document 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,

2. DEFINITIONS
"Downtime” means the Total Minutes in the
Month during which the productive version
of the applicable Cloud Service is not
available, except for Excluded Downtimes.
"Local Time"” means, except as otherwise
expressly defined in Section 4 below, the
following time zones:

Coordinated Universal

Time ("UTC"} UTC-4,

Americas (summer); UTC-

5, Americas {EST winter);

UTC+2 , Europe

(summer); UTC+1, Europe

(CET winter); UTC+8, APJ

“"Month” means a calendar month,
“"Monthly Subscription Fees” means the
monthly (or 1/12 of the annual fee)
subscription fees paid for the Cloud Service
which did not meet the System Availability
SLA,

“Total Minutes in the Month” are measured
24 hours at 7 days a week during a Month.
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1. DOHODA O UROVNI SLUZIEB

Tato Dohoda o urovni sluZieb pre Cloudové
slufby SAP definuje SLA Dostupnosti systému
pre produktivnu verziu prisluinych Cloudovych
sluZieb SAP, ktoré si zdkaznik predplatil
(«Cloudové sluiby™) v Objednavke od
spoloénosti SAP.

Tato Dohoda o Grovni sluzieb pre Cloudové
sluzby SAP sa nevzfahuje na Ziadnu Cloudovd
sluzbu SAP, ktorej Grovefi sluzby Dostupnosti
systému je explicitne uvedend v prislu$nych
Doplfiujacich podmienkach a ustanoveniach pre
takdto Cloudovi slubu SAP alebo pre ktord je
pouzitelnost drovni sluZieb explicitne vyluéend v
Zmluve,

Tento dokument je vyhotoveny v anglickom a
slovenskom jazyku. V pripade nejednoznaénostf
alebo nezrovnalosti medzi oboma verziami, je
rozhodujica anglickd verzia.

DEFINICIE
~Odstavka" znamena Celkovy pocet mindt v

2.

mesiaci, pofas ktorych produktivha verzia
prislusnej Cloudovej sluZby nie je k dispozicii (s
vynimkou VylG€enych odstavok).
~Miestny ¢&as" znamend a¥ na
vyslovne definované v Clanku 4
nasledujice ¢asové pasma:

koordinovany univerzdlny &as

(.UTC") UTC-4, Amerika (letny

€as); UTC-5, Amerika

($tandardny vychodny &as);

UTC+2 , Eurdpa (letny &as);

UTC+1, Eurdpa (Standardny

stredoeurdpsky éas): UTC+8,

Azia, Tichomorie a Japonsko
~Mesiac" znamena kalenddrny mesiac.
~Mesainé predplatné znamena mesaéné
predplatné (alebo 1/12 rotného predplatnéha)
zaplatené za Cloudov( slu?bu, ktora nebola
poskytnutd v sulade s Uroviou deklarovanou v
SLA Dostupnosti systému,

~Celkovy pocet minit v mesiaci" sa meria 24
hodin denne a 7 dni v tyZdni poéas Mesiaca.

vynimky
nizdie
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3. SYSTEM AVAILABILITY SLA AND
CREDITS
3.1 Claim process, Reports.
Customer may claim a credit in the amount
described in the table of Section 3.2 below
in case of SAP's failure to meet the System
Availability SLA, which credit Customer may
apply to a future invoice relating to the
Cloud Service that did not meet the System
Availability SLA.
Claims under this Service Level Agreement
must be made in good faith and by
submitting a support case within thirty (30)
business days after the end of the relevant
Month in which SAP did not meet the System
Availability SLA,
SAP will provide to customers a monthly
report describing the System Availability
percentage for the applicable Cloud Service
either (i) by email following a customer’s
request to its assigned SAP account
manager, (ii} through the Cloud Service or
(iii) through an online portal made available
to customers, if and when such online portal
becormes available.
3.2 System Availability
System Availability percentage is calculated
as follows:

System Availability¥age = [(

Dostupnost systému (9) = H
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3. SLA DOSTUPNOSTI SYSTEMU A
KREDITY

3.1 Uplatiiovanie narokov, prehl'ady.
Zakaznik si v pripade nedodr¥ania SLA
Dostupnosti systému zo strany spolo&nosti SAP
mdZe uplatnit narok na kredit vo vyike uvedenej
v tabufke v Cldnku 3.2 nisie a méZe si tento
kredit odpisat z buduicej faktiry za Cloudovd
sluzbu, ktora nebola poskytnutd v stlade so SLA
Dostupnosti systému.

Naroky na zdklade tejto Dohody o drovni slugieb
$a musia uplatiiovat v dobrej viere a nahlasenim
pripadu podpory do tridsiatich (30) pracovnych
dni od konca relevantného Mesiaca, v ktorom
spoloénost SAP nedodriala podmienky SLA
Dostupnosti systému,

Spolo¢nost SAP poskytne zakaznikom mesadny
prehfad s uvedenim percentualnej Dostupnosti
systému pre prislusni  Cloudovd sluzbu
prostrednictvom (i) e-mailu na zdklade Ziadosti
zdkaznika adresovane]j priradenému mana3érovi
spoloCnosti SAP pre daného zdkaznika, (ii)
prisluinej Cloudovej sluzby alebo (iii) online
portalu spristupneného pre zakaznikov, ak a ked’
sa takyto online portal spristupni.

3.2 Dostupnost systému

Percentudina Dostupnost systému sa vypolitava
takto:

TotatMinutesintheMonth — Downtime: IDG}
*
TotalMinutesintheMonth J

Celkovy podet minit v mesiact — Odstivka
2 : ) 100]
Celkovy potet mindt v mesiacy

95.5% System Availability percentage during each Month
for productive versions

2% of Monthly Subscription Fees for each 1%

below SLA,

| not to exceed 100% of Monthly Subscription Fees
Total Minutes in the Month attributable to-
| (i) a Scheduled Downtime for which a Regular
Maintenance Window is described in Section 4 below, or
(ii) any other Scheduled Downtime according to Section 4
| for which the customer has been notified at least five (5)
| business days prior to such Scheduled Downtime

ar

(iii) unavailability caused by factors outside of SAP's

reasonable control, such as unpredictable and
| unforeseeable events that could not have been avoided
| even if reasonable care had been exercised.
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Scheduled Downtime for the applicable Cloud Services to
which customer has subscribed is set forth in Section 4
below entitled “Maintenance Windows for Cloud
Services”.

99,5 % Dostupnost systému po&as kazdého Mesiaca pre
produkéné verzie
2% Mesaéného predplatného za kazdé 1 % pod Groviiou
SLA, nesmie prekrocit 100 % Mesa&ného predplatného
Celkovy poet minut v mesiaci, ktoré je mozné pripisat:
| (i} Planovanej odstavke, ktorej Cas pravideinej adriby
je opisany v Clanku 4 nit&ie alebo
(i} lubovolnej inej Planovanej odstavke podta Clanku 4,
na ktord bol zékaznik upozorneny aspof pat (5)
pracovnych dni pred takouto Planovanou odstdvkou,
alebo
(iii) nedostupnosti spdsobenej faktormi, ktoré su
oddvodnene mimo kontroly spoloZnosti SAP, ako s
napriklad nepredpokladané a nepredvidatelné udalosti,
ktorym sa nedalo vyhnut ani napriek uplatfovaniu
primeranej starostlivosti.

Planované odstavky pre prisluéné Cloudové sluzby, ktoré
si zakaznik predplatil, st uvedené nizéie v Clanku 4 s
nazvom ,Casy Udriby pre Cloudové slusby".

4. MAINTENANCE WINDOWS FOR 4. CASY UDRZBY PRE CLOUDOVE

SAP CLOUD SERVICES SLUZBY SAP
SAP can use the following maintenance Spolognost SAP mbZe vyuZivat nasledujlce Casy
windows for Scheduled Downtimes as listed udrzby na Planované odstavky, ako je uvedené
below. Where "“Local Time” is referenced, niZsie. Odkazy na ,Miestny Cas" zodpovedajl
this refers to the location of the data center fasu na mieste datového centra, ktoré je
where the SAP Cloud Service is hosted. SAP hostitelom Cloudovej slufby SAP. Spolocnost
will provide Customer reasonable notice SAP bez zbytoéného odkladu primerane ozndmi
without undue delay of any major upgrades Zakaznikovi kazdy wvelkd inovdciu alebo
or emergency maintenance to the Cloud nudzovd Gdrzbu Cloudavych sluZieb.
Services.

Al = ) . ] =Ia - »
| T Maintenance Windows

Regular Maintenance Bi-weekly, in odd calendar weeks (e.g., calendar week 1, 3, 5,

Windows etc.) during the following times:
For data centers in Europe: Thursday morning 7:00 a.m. to 9:00
a.m. Local Time
For data centers in the United States: 3:00 a.m. to 5:00 a.m. Local
Time
For data centers in Australia: 10:00 p.m. to 12:00 p.m. Standard
Time UTC+10) / 11:00 p.m. to 13:00 a.m. Daylight Time UTC+11.
Note: During this downtime Platform Applications cannot be
deployed and restarted. Platform Applications already deployed
and running will not be affected
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Major Upgrades Up to 4 times per year frem Saturday 8:00 a.m. to 3:00 p.m.
7 Local Time (Europe)

[ TCesydamy

Casy pravidelnej Udriby | Kaidé dva tyZdne pocas nepérnych tyZdhov (napr. v kalendarnom
tyzdni &. 1, 3, 5, atd.) v nasledujlcich ¢asoch:
Datové centrd v Eurépe: vo Stvrtok réno od 7:00 do 9:00
miestneho fasu
Datové centrd v USA: od 3:00 do 5:00 miestneho &asu
Détové centra v Australii: od 22:00 do 00:00 Standardného &asu
UTC+10 / 23:00 do 01:00 letného &asu UTC+11.
Poznamka: Potas tejto odstavky nie je mo2né nasadit a
restartovat Aplika&né platformy. Nasadené a spustené Aplikaéné
platfarmy dGdrZba neovplyvni.

Velkd inovacia Maximalne 4-krat do roka v sobotu od 8:00 do 15:00 miestneho
<asu (Eu répa)

Regular Maintenance Bi-weekly, in odd calendar weeks (e.9., calendar week 1, 3, 5,
Windows etc.) during the following times:
Europe data centers: Thursday morning 7:00 a.m. to 8:00 a.m.
Local Time
Americas data centers: 3:00 a.m. to 4:00 a.m. Local Time
Australia data centers: 10:00 p.m, to 11:00 p.m. Standard Time
UTC+10/ 11:00 p.m. to 12:00 a.m. Daylight Time UTC+11.
During this downtime, Platform Applications cannot be deployed
and restarted. Platform Applications already deployed and
running will not be affected,

SAP HANA Cloud Platform, API Management; SAP HANA
Cloud Platform, integration service:

Weekly, Sunday 4:30 am - 6:30 am Local Time

SAP HANA Cloud Platform, mobile service for security:
Bi-weekly, in odd calendar weeks (e.g., calendar week 1, 3, 5,
etc.), Saturday 2:00 a.m. to 10:00 a.m. Local Time (Americas)
SAP HANA Cloud Platform, analytics service: Refer to SAP
BusinessObjects Cloud
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Major Upgrades Up to 4 times per year from Saturday 8:00 a.m. to 2:00 p.m. Local
' Time (Europe)

SAP HANA Cloud Platform, API Management;:

SAP HANA Cloud Platform, integration

service;

SAP HANA Cloud Platform, mobile service for security:
Up to 4 times per year from Friday 10:00 p.m. to Monday
3:00

a.m. Local Time.

SAP HANA Cloud Platform, analytics service: Refer to SAP
Cloud for Analytics

Casy adrzby
"asy pravidelnej idriby | Kazdé dva tyZdne pocas neparnych tyzdriov (napr. v

kalendarnom tyzdni &, 1, 3, 5, atd') v nasiedujlicich &asoch:

Eurdpske datové centrs: vo &tvrtok réno od 7:00 do 8:00

miestneho fasy

Americké datové centrd: od 3:00 do 4:00 miestneho ¢asu,

australske datové centra: od 22:00 do 23:00 itandardného &asu

UTC+10 / od 23:00 do 00:00 letnéhg fasu UTC+11,

Pogas tejto odstavky nie je mozné nasadit a regtartovaf Aplikadné

platformy. Nasadené a spustené Aplikagné platformy Gdriba

neovplywvni.
SAP HANA Cloud Platform, API Management; SAP HANA
Cloud Platform, integration service:
Kazdy tyZdef v nedelu od 4:30 do 6:30 miestneho &asu
SAP HANA Cloud Platform, mobile service for security:
Kazdé dva tyZdne potas neparnych kalendarnych ty#dhov {napr.
v kalenddrnom tyZdni ¢. 1, 3, 5 atd’), v sobotu od 2:00 do 10:00
miestneho tasy {Amerika)
SAP HANA Cloud Platform, analytics service: Pozri SAP
BusinessObjects Cloud

Velka inovacia Maximdlne 4-krét do roka v sobotu od 8:00 do 14:00 miestneho
casu (Eurépa)

SAP HANA Cloud Platform, API Management;

SAP HANA Cloud Platform, integration

service;

SAP HANA Cloud Platform, mobile service for security:
Maximdlne 4-krét ro¢ne od Ptatka 22:00 do pondelka 3:00
miestneho Easu,

S5AP HANA Cloud Platform, analytics service: Pozri AP Cloud
for Analytics
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