SAP ENTERPRISE SUPPORT SCHEDULE
(““‘Schedule™)

In each instance in which provisions of this
Schedule contradict or are inconsistent with the
provisions of the Agreement including any
appendices, exhibits, order forms or other
documents attached to or incorporated by
reference to the Agreement, the provisions of
this Schedule shall prevail and govern.
This Schedule governs the provision of support
services by SAP as further defined herein (“SAP
Enterprise Support”) for all software licensed by
Licensee under the Agreement (hereinafter
collectively referred to as the “Enterprise
Support Solutions”), excluding software to which
special support agreements apply exclusively.

1. Definitions:

1.1 “Go-Live” marks the point in time from
when, after implementation of the Enterprise
Support Solutions or an upgrade of the
Enterprise Support Solutions, the Enterprise
Support Solutions can be used by Licensee for
processing real data in live operation mode and
for running Licensee’s internal business
operations in accordance with the Agreement.

1.2 “Licensee Solution(s)” shall mean Enterprise

Support Solutions and any other software
licensed by Licensee from third parties.
1.3 “Licensee IT Solution(s)” shall mean

Licensee Solution(s) and hardware systems
supported by Licensee’s IT team.

1.4 “Production System” shall mean a live SAP
system used for running Licensee’s internal
business operations and where Licensee’s data is
recorded.

1.5 “SAP Software Solution(s)” shall mean a
group of one or multiple Production Systems
running Licensee Solutions and focusing on a
specific functional aspect of Licensee’s business.
Details and examples can be found on SAP’s
Customer Support Website (as specified in SAP
Note 1324027 or any future SAP Note which
replaces SAP Note 1324027).
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POPIS SLUZIEB PODPORY SAP ENTERPRISE
SUPPORT (d'alej len ,,Popis*)

V kazdom pripade, v ktorom suU ustanovenia
tohto Popisu v rozpore alebo sa nezhoduju s
ustanoveniami Zmluvy vratane vsSetkych jej
dodatkov, priloh, objednavok alebo inych
dokumentov prilozenych k Zmluve alebo
zaClenenych do Zmluvy formou odkazu, maju
prednost a platia ustanovenia tohto Popisu.
Tento Popis upravuje poskytovanie sluzieb
podpory spolo¢nosti SAP, ako su definované
dalej v tomto dokumente (dalej len ,sluzby
podpory SAP Enterprise Support”) pre vSetok
softvér licencovany Nadobuidatelom licencie na
zaklade Zmluvy (dalej spolo¢ne uvadzany ako
»-RieSenia Enterprise Support”) okrem softvéru,
na ktory sa vyluéne vztahuji osobitné zmluvy o
podpore.

1. Definicie:

1.1 ,Spustenie produktivnej prevadzky* oznacuje
okamih, od ktorého Nadobudatel licencie po
implementécii RieSeni Enterprise Support alebo
po inovacii RieSeni Enterprise Support méze
pouzivat RieSenia Enterprise Support na
spracovavanie skutoCnych UGdajov v rezime
produktivhej prevaddzky a na chod internych
podnikovych operacii Nadobudatela licencie v
stlade so Zmluvou.

1.2 ,RieSenia Nadobudatela licencie“ znamena
RieSenia Enterprise Support a akykolvek dalsi
softvér licencovany Nadobudatelom licencie od
tretich stran.

1.3 ,,RieSenia IT Nadobudatela licencie*“ znamena
RieSenia Nadobudatela licencie a hardvérové
systémy podporované timom Nadobudatela
licencie pre IT.

1.4 ,Produktivny systém“ znamena aktivny
systém SAP, ktory sa pouzZiva na prevadzkovanie
internych podnikovych operacii Nadobudatela
licencie a v ktorom sa zaznamenavaju Udaje
Nadobudatela licencie.

1.5 ,,Softvérové rieSenia  spoloCnosti SAP*
znamena skupinu jedného alebo viacerych
Produktivhych  systémov, v  ktorych sua
prevadzkované RieSenia Nadobudatela licencie a
ktoré su zamerané na konkrétny funkcény aspekt
¢innosti Nadobudatela licencie. Podrobnosti a
priklady je mozné najst na Webovej lokalite
podpory pre zakaznikov spolo¢nosti SAP (ako je
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1.6 “Service Session” shall mean a sequence of
support activities and tasks carried out remotely
to collect further information by interview or by
analysis of a Production System resulting in a list
of recommendations. A Service Session could
run manually, as a self-service or fully
automated.

1.7 “Top-lIssue” shall mean issues and/or failures
identified and prioritized jointly by SAP and
Licensee in accordance with SAP standards which
(i) endanger Go-Live of a pre-production system
or (ii) have a significant business impact on a
Production System.

1.8 “Local Office Time” shall mean regular
working hours (8.00 a.m. to 6.00 p.m.) during
regular working days, in accordance with the
applicable public holidays observed by SAP’s
registered office. With regard to SAP Enterprise
Support only, 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.

1.9 “SAP’'s Customer Support Website” shall
mean SAP’s customer facing support website
under http://support.sap.com/.

2. Scope of SAP Enterprise Support.
Licensee may request and SAP shall provide, to
such degree as SAP makes such services
generally available in the Territory, SAP
Enterprise Support services. SAP Enterprise
Support currently includes:

Continuous Improvement and Innovation

New software releases of the licensed
Enterprise Support Solutions, as well as tools
and procedures for upgrades.
Support packages - correction packages to
reduce the effort of implementing single
corrections. Support packages may also
contain corrections to adapt existing
functionality to changed legal and regulatory
requirements.
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uvedené v pokyne SAP Note 1324027 alebo v
fubovolhom budicom pokyne SAP Note, ktory
nahradza pokyn SAP Note 1324027).

1.6 ,Servisna porada“ znamena sériu Cinnosti a
Uloh podpory vykonavanych na dialku na
zhromazdenie dalSich informécii komunikovanim
alebo analyzou Produktivneho systému, ktorych
vysledkom je zoznam odporucani. Servisna
porada méze byt vykonavana manualne, ako
samoobsluzna sluzba alebo plne
automatizovanym spésobom.

1.7 ,Podstatné zadanie“ znamena problémy
alebo poruchy identifikované a prioritizované
spoloénostou SAP spolu s Nadobudatelom
licencie v sullade so Standardmi spolo¢nosti SAP,
ktoré (i) ohrozuju spustenie predproduktivneho
systému do produktivnej prevadzky alebo (ii)
maju zasadny obchodny dopad na Produktivny
systém.

1.8 ,Miestna pracovna doba“ je bezna pracovna
doba (od 8:00 do 18:00) pocas beznych
pracovnych dni v sulade s prislusSnymi Statnymi
sviatkami stanovena pobocCkou SAP. Obe strany
sa len s ohladom na sluzby podpory SAP
Enterprise Support mdzu navzajom dohodnut na
inej registrovanej pobocke niektorej z o0s6b
ovladanych spolo¢nostou SAP na pouzitie na
referencné Ucely pre Miestnu pracovnu dobu.

1.9 ,Webova lokalita podpory pre zakaznikov

spolo¢nosti SAP“ znamena webovl lokalitu
podpory pre zakaznikov spolocnosti SAP na
adrese http://support.sap.com/.

2. Rozsah sluzieb podpory SAP
Enterprise Support. Nadobudatel licencie

moze pozadovat a spoloénost SAP méa povinnost
poskytovat sluzby podpory SAP Enterprise
Support v takej miere, v akej spolo¢nost SAP
takéto sluzby vo vseobecnosti spristupniuje na
danom Uzemi. Sluzby podpory SAP Enterprise
Support aktualne zahffiaji nasledujlce oblasti:
Nepretrzité zlepSovanie a inovovanie
Nové vydania softvéru licencovanych RieSeni
Enterprise Support, ako aj néastroje a
procedury pre inovacie.
Baliky podpory — opravné baliky na znizenie
narocnosti implementéacie jednotlivych oprav.
Baliky podpory méZu obsahovat aj opravy na
prispésobenie existujucich funkcii zmenenym
zakonnym alebo regula¢nym poZiadavkam.
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For releases of the SAP Business Suite 7 core
applications (starting with SAP ERP 6.0 and
with releases of SAP CRM 7.0, SAP SCM 7.0,
SAP SRM 7.0 and SAP PLM 7.0 shipped in
2008), SAP may provide enhanced
functionality and/or innovation through
enhancement packages or by other means
as available. During mainstream
maintenance for an SAP core application
release, SAP’s current practice is to provide
one enhancement package or other update
per calendar year.

Technology updates to support third-party
operating systems and databases.

Available ABAP source code for SAP software
applications and additionally released and
supported function modules.

Software change management, such as
changed configuration settings or Enterprise
Support Solutions upgrades, is supported for
example with content, tools and information
material.

SAP provides Licensee with up to five days
remote support services per calendar year
from SAP solution architects

o to assist Licensee in evaluating the
innovation capabilities of the latest SAP
enhancement package and how it may be
deployed for Licensee’s business process
requirements.

o to give Licensee guidance in form of
knowledge transfer sessions, weighted one
day, for defined SAP software/applications
or Global Support Backbone components.
Currently, content and session schedules
are stated at
http://support.sap.com/enterprisesupport.
Scheduling, availability and delivery
methodology is at SAP’s discretion.

SAP gives Licensee access to guided self-
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V pripade vydani zakladnych aplikacii balika
SAP Business Suite 7 (od vydania SAP ERP
6.0 a s vydaniami SAP CRM 7.0, SAP SCM
7.0, SAP SRM 7.0 a SAP PLM 7.0 dodanymi v
roku 2008) spolo¢nost SAP méze poskytovat
roz&ireni  funkénost  a/alebo inovaciu
prostrednictvom rozSirujucich balikov alebo
inymi spdsobmi, ktoré su k dispozicii. PoCas

Standardnej udrzby pre vydanie zéakladnych

aplikacii spolo¢nosti SAP je aktualnou praxou

spoloénosti SAP poskytovat jeden rozsSirujici
balik alebo inG aktualizaciu za kalendarny
rok.

Technologické aktualizacie na podporu

operalnych systémov a databaz tretej

strany.

Dostupny zdrojovy kéd ABAP pre softvérové

aplikacie a  dodatocne uvolnené a

podporované funkéné moduly spolo¢nosti

SAP.

Riadenie zmien softvéru, ako sU zmenené

nastavenia konfiguracie alebo inovacie

RieSeni Enterprise Support, je podporované

napriklad pomocou obsahu, néstrojov a

informacnych materialov.

Spolo¢nost SAP poskytuje Nadobudatelovi

licencie az pat dni sluzby vzdialenej podpory

za kalendarny rok od architektov rieSeni
spolo¢nosti SAP:

o na pomoc NadobUdatelovi licencie pri
hodnoteni moZnosti inovéacie najnovSieho
rozSirujiceho balika spoloCnosti SAP a
moznosti jeho nasadenia na rieSenie
poziadaviek na podnikové procesy
Nadobudatela licencie,

0 na poskytnutie poradenstva
Nadobudatelovi licencie formou rel&cii
prenosu poznatkov, s vahou jedného dnia,
pre definovany softvér alebo aplikacie
spolo¢nosti SAP  alebo  komponenty
Globélnej architektary podpory. Plany pre
obsah a relacie su aktualne uvedené na
stranke
http://support.sap.com/enterprisesupport.
Zodpovednost za metodiku planovania,
dostupnosti a dodavok nesie spolo¢nost
SAP.

Spolo¢nost SAP poskytuje Nadobudatelovi
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services as part of SAP Solution Manager
Enterprise Edition, helping the Licensee to
optimize technical solution management of
selected Enterprise Support Solutions.

Advanced Support for Enhancement
Packages and other SAP Software Updates
SAP offers special remote checks delivered by SAP
solution experts to analyze planned or existing
modifications and identify possible conflicts
between Licensee custom code and enhancement
packages and other Enterprise Support Solutions
updates. Each check is conducted for one specific
modification in one of Licensee's core business
process steps. Licensee is entitled to receive two
services from one of the following categories per
calendar year per SAP Software Solution.

Modification Justification: Based on
Licensee’'s provision of SAP required
documentation of the scope and design of a
planned or existing custom maodification in
SAP Solution Manager Enterprise Edition,
SAP identifies standard functionality of
Enterprise Support Solutions which may
fulfill the Licensee’s requirements (for details
see https://support.sap.com/support-
programs-services/programs/enterprise-
support/academy/delivery/continuous-
quality-check.html).

Custom Code Maintainability: Based on
Licensee’'s provision of SAP required
documentation of the scope and design of a
planned or existing custom maodification in
SAP Solution Manager Enterprise Edition,
SAP identifies which user exits and services
may be available to separate custom code
from SAP code (for details see
https://support.sap.com/support-programs-
services/programs/enterprise-

support/academy/delivery/continuous-
quality-check.html).
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licencie pristup k riadenym samoobsluznym
sluzbam ako sucasti systému SAP Solution

Manager Enterprise Edition, ¢im pomaha
Nadobudatelovi licencie optimalizovat
technické riadenie  vybranych RieSeni

Enterprise Support.

RozSirena podpora pre rozSirujuce baliky a
d'alSie aktualizacie softvéru spolo€nosti SAP
Spolo¢nost SAP pontka 3pecialne kontroly na
dialku poskytované expertmi na rieSenia
spolo¢nosti SAP na analyzu planovanych alebo
existujucich modifikacii a identifikaciu moznych
konfliktov medzi vlastnym kédom Nadobudatela
licencie a rozSirujucimi balikmi a dalSimi
aktualizaciami RieSeni Enterprise Support. Kazda
kontrola sa vykonava pre jednu konkrétnu
modifikdciu v jednom z krokov zakladného
podnikového procesu Nadobudatela licencie.
Nadobudatel licencie je opravneny za kalendarny
rok a na kazdé Softvérové rieSenie spolocnosti
prijimat dve sluzby SAP z niektorej z
nasledujucich kategorii.
Odévodnenie modifikacie: spolo¢nost SAP na
zdklade poskytnutia dokumentacie, ktoru
pozaduje od Nadobuldatela licencie a ktora sa
tyka rozsahu a navrhu planovanej alebo
existujucej vlastnej modifikacie v systéme
SAP Solution Manager Enterprise Edition,
identifikuje &tandardnd funkénost RieSeni
Enterprise Support, ktord moéze uspokojit
poziadavky Nadobudatela licencie
(podrobnosti najdete na stranke
https://support.sap.com/support-programs-
services/programs/enterprise-
support/academy/delivery/continuous-
quality-check.html).
Udrzatelhost Vlastného kédu: spolo¢nost SAP
na zaklade poskytnutia dokumentécie, ktoru
pozaduje od Nadobuldatela licencie a ktora sa
tyka rozsahu a navrhu planovanej alebo
existujucej vlastnej modifikacie v systéme
SAP Solution Manager Enterprise Edition,
identifikuje user exits a sluzby, ktoré mézu
byt k dispozicii na oddelenie vlastného kédu
od kodu spolo¢nosti SAP (podrobnosti
najdete na stranke
https://support.sap.com/support-programs-
services/programs/enterprise-
support/academy/delivery/continuous-
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Global Support Backbone
- SAP’s Customer Support Website - SAP's
knowledge database and SAP’s extranet for
knowledge transfer on which SAP makes
available content and services to licensees
and partners of SAP only.

SAP Notes on SAP’s Customer Support
Website document software malfunctions
and contain information on how to remedy,
avoid and bypass errors. SAP Notes may
contain coding corrections that licensees can
implement into their SAP system. SAP Notes
also document related issues, licensee
questions, and recommended solutions (e.g.
customizing settings).

SAP Note Assistant - a tool to install specific
corrections and improvements to SAP
components.

SAP Solution Manager Enterprise Edition
— as described in Section 2.4

Mission Critical Support

Global incident handling by SAP for problems
related to Enterprise Support Solutions,
including Service Level Agreements for Initial
Reaction Time and Corrective Action (for
more information refer to Section 2.1.1).

SAP Support Advisory Center — as described
in Section 2.2.

Continuous Quality Checks — as described in
Section 2.3.

Global 24x7 root cause analysis and
escalation procedures in accordance with
section 2.1 below.

Root Cause Analysis for Custom Code: For
Licensee custom code built with the SAP
development workbench, SAP provides
mission-critical support root-cause analysis,
according to the Global Incident Handling
process and Service Level Agreements stated
in Sections 2.1.1, 2.1.2 and 2.1.3, applicable
for priority “very high” and priority “high”

Podpora Mission Critical Support

quality-check.html).

Globalna architektura podpory

Webova lokalita podpory pre zakaznikov
spolo¢nosti  SAP — databaza znalosti
spolo¢nosti SAP a extranet spoloCnosti SAP
uréené na prenos poznatkov,
prostrednictvom ktorych spoloénost SAP
spristupfiuje  obsah a sluzby vylucne
nadoblddateflom  licencie a  partnerom
spolocnosti SAP.

Pokyny SAP Note na Webovej lokalite
podpory pre zakaznikov spoloCnosti SAP
dokumentuju poruchy softvéru a obsahuju
informacie, ktoré umoznuju odstranit alebo
obist chyby alebo ktoré umoziuju takymto
chybam predchadzat. Pokyny SAP Note mézu
obsahovat opravy kédu, ktoré nadobudatelia
licencie mézu implementovat do svojho
systému  SAP. Pokyny  SAP  Note
dokumentuju aj suvisiace problémy, otazky
nadobudatelov licencii a odporucané riesenia
(napr. prispésobenie nastaveni).

SAP Note Assistant — nastroj na inStalaciu
Specifickych oprav a vylepSeni komponentov
spolocnosti SAP.

SAP Solution Manager Enterprise Edition
— ako je popisané v Clanku 2.4.

Globalne spracovanie incidentov
spoloénostou SAP v pripade problémov
spojenych s RieSeniami Enterprise Support
vratane Dohdd o arovni sluzieb pre Dobu do
prvej odozvy a Napravné opatrenie (dalSie
informécie néjdete v Clanku 2.1.1).

SAP Support Advisory Center — ako je
opisané v Clanku 2.2.

Priebezné kontroly kvality — ako su opisané v
Clanku 2.3.

Globalna nepretrzita analyza hlavnych pricin
a procedury eskalacie v sulade s Clankom
2.1 niZSie.

Analyza hlavnych pricin pre Vlastny koéd: pre
vlastny kéd Nadobldatela licencie vytvoreny
pomocou pracovnej plochy pre vyvoj
spolo¢nosti SAP spolonost SAP poskytuje
analyzu hlavnych pri¢in kld¢ovych incidentov
podla procesu Globalneho spracovania
incidentov a Dohéd o drovni sluzieb v
Clankoch 2.1.1, 2.1.2 a 2.1.3, ktord sa
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incidents. If the Licensee custom code is
documented according to SAP’s then-current
standards (for details see
http://support.sap.com/supportstandards),
SAP may provide guidance to assist Licensee
in issue resolution

Other Components, Methodologies, Content
and Community Participation

Monitoring components and agents for
systems to monitor available resources and
collect system status information of the
Enterprise Support Solutions (e.g. SAP
EarlyWatch Alert).

Process descriptions and process content
that may be used as pre-configured test
templates and test cases via the SAP
Solution Manager Enterprise Edition. In
addition, the SAP Solution Manager
Enterprise Edition assists Licensee’s testing
activities.

Content and supplementary tools designed
to help increase efficiency, in particular for
implementations.

Tools and content for SAP Application
Lifecycle Management (shipped via SAP
Solution Manager Enterprise Edition and/or
the Enterprise Support Solutions and/or the
applicable Documentation for Enterprise
Support Solutions and/or SAP’s Customer
Support Website):

o Tools for implementation, configuration,

testing, operations and system
administration
o Best practices, guidelines,

methodologies, process descriptions and
process content. This content supports
the usage of the tools for SAP Application
Lifecycle Management.
Access to guidelines via SAP’s Customer
Support Website, which may include
implementation and operations processes
and content designed to help reduce costs
and risks.
Participation in SAP's customer and partner

vztahuje na incidenty s prioritou ,velmi
vysoka“ a ,vysok&“. Ak je vlastny kbd
NadobuUdatela licencie  zdokumentovany
podla aktualne platnych Standardov
spolo¢nosti SAP (podrobnosti najdete na
stranke http://support.sap.com), spolo¢nost
SAP mbze poskytovat Nadobudatelovi
licencie poradenstvo na pomoc pri rieSeni
problémov.

Dalsie komponenty, metodiky, obsah a
téast komunity

Monitorovacie komponenty a agenty pre
systémy na monitorovanie dostupnych
zdrojov a zhromazdovanie informécii o stave
systému RieSeni Enterprise Support (napr.
SAP EarlyWatch Alert).
Popisy procesov a obsah procesov, ktoré sa
moézu pouzivat ako predkonfigurované
testovacie Sablony a testovacie pripady
prostrednictvom néstroja SAP  Solution
Manager Enterprise Edition. SAP Solution
Manager Enterprise Edition okrem toho
podporuje testovacie aktivity Nadobudatela
licencie.
Obsah a doplnkové nastroje navrhnuté na
zvysenie efektivity, najma pre
implementécie.
Nastroje a obsah pre SAP Application
Lifecycle Management (dodavané
prostrednictvom systému SAP  Solution
Manager Enterprise Edition a/alebo RieSeni
Enterprise  Support a/alebo  prislusnej
Dokumentacie pre RieSenia Enterprise
Support a/alebo Webovej lokality podpory
pre zadkaznikov spolo¢nosti SAP):
o Nastroje na implementaciu, konfiguraciu,
testovanie, prevadzku a spravu systému

o Osvedcéené postupy, navody, metodiky,
popisy procesov a obsah procesov. Tento
obsah podporuje pouzZivanie nastrojov
pre SAP Application Lifecycle
Management.

Pristup k navodom cez Webovu lokalitu

podpory pre zakaznikov spolonosti SAP,

ktoré mdZu zahffiat implementaéné a

prevadzkové procesy a obsah navrhnuty na

zniZzovanie nakladov a rizik.

Ucast v komunite zakaznikov a partnerov
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community (via SAP’s Customer Support
Website), which provides information about
best business practices, service offerings,
etc.

2.1. Global Incident Handling and Service
Level Agreement (SLA). When Licensee
reports malfunctions, SAP supports Licensee by
providing information on how to remedy, avoid
or bypass errors. The main channel for such
support will be the support infrastructure
provided by SAP. Licensee may send an incident
at any time. All persons involved in the incident
resolution process can access the status of the
incident at any time. For further details on
definition of incident priorities, see SAP Note
67739.

In exceptional cases, Licensee may also contact
SAP by telephone. Contact details are provided
in SAP Note 560499. For such contact (and as
otherwise provided) SAP requires that License
provide remote access as specified in Section
3.2(iii).

The following Service Level Agreements (“SLA”
or “SLAs”) shall apply to all Licensee incidents
that SAP accepts as being Priority 1 or 2 and
which fulfill the prerequisites specified herein.
Such SLAs shall commence in the first full
Calendar Quarter following the Effective Date of
this Schedule. As used herein, “Calendar
Quarter” is the three-month period ending on
March 31, June 30, September 30 and December
31 respectively of any given calendar year.

2.1.1 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
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spolo¢nosti SAP (prostrednictvom Webovej
lokality podpory pre zakaznikov spolocnosti
SAP), ktora poskytuje informéacie o
osvedcenych podnikovych postupoch,
ponukéach sluzieb atd'.

2.1. Globalne spracovanie incidentov a
Dohoda o Udrovni sluzieb (SLA). Ked'
Nadobudatel licencie nahlasi nespravne
fungovanie, spoloénost SAP poskytne
Nadobudatelovi licencie podporu v podobe
informacii, ktoré mu umoZnia odstranit chyby,
vyhnut sa im alebo ich obist. Hlavnym kanalom
pre takuto podporu bude infraStruktira podpory
poskytnuta spoloénostou SAP. Nadobudatel
licencie modze nahlasit incident kedykolvek.
VSetky osoby zapojené do procesu rieSenia
incidentu maju kedykolvek pristup k stavu
incidentu. Dalsie podrobnosti o definicii priorit
incidentov najdete v pokyne SAP Note 67739.
Vo wvynimocnych pripadoch méze Nadobudatel
licencie kontaktovat spoloénost SAP aj telefonicky.
Kontaktné informacie si uvedené v pokyne SAP
Note 560499. Na Uclely takéhoto kontaktu (a v
ostatnych  stanovenych pripadoch) poZaduje
spoloénost SAP od Nadobudatela licencie, aby jej
poskytol vzdialeny pristup, ako je uvedené v ¢lanku
3.2(iii).
Nasledujuce Dohody o drovni sluzieb (,,SLA®) sa
vztahuju na vSetky incidenty Nadobuldatela
licencie, ktoré spolocnost SAP prijima ako
hlasenia s Prioritou 1 alebo 2 a ktoré spiﬁajl]
predpoklady uvedené v tomto dokumente. Tieto
SLA sa zadinaju uplatiovat od prvého Gpiného
Kalendarneho &tvrtroka, ktory nasleduje po
Datume nadobudnutia Gcinnosti tohto Popisu.
».Kalendarny Stvrtrok“ tak, ako sa pouziva v
tomto dokumente, znamena trojmesacné
obdobie konciace sa 31. marca, 30. jana, 30.
septembra a 31. decembra v fubovolnom danom
kalendarnom roku.
2.1.1 SLA pre doby do prvej odozvy:
a. Incidenty s Prioritou 1 (,.velmi
vysoka). Spolo¢nost SAP zareaguje na
incidenty s Prioritou 1 do jednej (1) hodiny
od prijatia takychto incidentov s Prioritou 1
spoloénostou SAP (dvadsatstyri hodin
denne, sedem dni v tyzdni). K incidentu
sa priradi Priorita 1, ak ma problém velmi
vadzne dbsledky na bezné podnikové
transakcie a nie je mozné vykonavat
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generally caused by the following
circumstances: complete system outage,
malfunctions of central SAP functions in
the Production System, or Top-Issues, and
for each circumstance a workaround is not
available.

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 in a
Production System 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.

2.1.2 SLA for Corrective Action Response Time

for Priority 1 Incidents: SAP shall provide
a solution, work around or action plan for
resolution (“Corrective Action”) of
Licensee’s Priority 1 incident within four
hours of SAP’s receipt (twenty-four hours a
day, seven days a week) of such Priority 1
incident (“SLA for Corrective Action”). In
the event an action plan is submitted to
Licensee as a Corrective Action, such
action plan shall include: (i) status of the
resolution process; (ii) planned next steps,
including identifying responsible SAP
resources; (iii) required Licensee actions to
support the resolution process; (iv) to the
extent possible, planned 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”,

urgentné prace, ktoré su Kkritické pre
¢innost podniku. Toto je vo vSeobecnosti
spbsobené nasledujicimi  okolnostami:
uplny vypadok systému, zlyhania
centralnych funkcii SAP v Produktivhom
systéme alebo Podstatné zadania a
docasné riedenie pre tieto pripady nie je k
dispozicii.

b. Incidenty s Prioritou 2 (,.vysoka®).
Spolo¢nost 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 méa vazny
vplyv na bezné podnikové transakcie v
Produktivhom systéme a nie je mozné
vykonavat nevyhnutné lohy. Je to
spbsobené nespravnymi alebo
nefungujucimi funkciami v systéme SAP,
ktoré su potrebné na vykonavanie takychto
transakcii a/alebo uloh.

2.1.2 SLA pre Dobu do prvej odozvy pre

Napravné opatrenia pri incidentoch s
Prioritou 1: spoloénost SAP poskytne
rieSenie, docasné rieSenie alebo akény plan
na vyrieSenie (,,Napravné opatrenie”) pre
incident Nadobudatela licencie s Prioritou 1
do Styroch hodin od prijatia takychto
incidentov s Prioritou 1 spolo¢nostou SAP
(24 hodin denne, sedem dni v tyzdni)
(.SLA pre napravné opatrenie”). Ak sa
Nadobudatelovi licencie predloZzi ako
Napravné opatrenie akcény plan, tento
akény plan musi obsahovat: (i) stav
procesu rieSenia, (ii) dalSie planované
kroky vratane urcenia zodpovednych
zdrojov spolocCnosti SAP, (iii) pozadované
akcie Nadobudatela licencie na podporu
procesu rieSenia, (iv) pokial je to moZné,
planované datumy akcii spolo¢nosti SAP a
(v) datum a Cas nasledujlcej aktualizacie
stavu spolo¢nostou SAP. Nasledujuce
aktualizacie stavu budd obsahovat zhrnutie
doposial  vykonanych akcii, dalSie
planované kroky a datum a dcas
nasledujucej aktualizcie stavu. SLA pre
napravné opatrenie sa vztahuje len na tu
dast dasu spracovania, ked sa incident
spracovava Vv spolocnosti SAP (,,(vZas
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whereas (a) the status Customer Action
means the incidentwas 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, a
workaround or an action plan; or if
Licensee agrees to reduce the priority level
of the incident.

2.1.3 Prerequisites and Exclusions.

2.1.3.1 Prerequisites. The SLAs shall only
apply when the following prerequisites are
met for incidents: (i) in all cases except for
Root Cause Analysis for Custom Code
under Section 2, incidents are related to
releases of Enterprise Support Solutions
which are classified by SAP with the
shipment status “unrestricted shipment”;
(i) incidents are submitted by Licensee in
English via the SAP Solution Manager
Enterprise Edition in accordance with SAP’s
then current incident handling log-in
procedure which contain the relevant
details necessary (as specified in SAP Note
16018 or any future SAP Note which
replaces SAP Note 16018) for SAP to take
action on the reported incident; (iii)
incidents are related to a product release
of Enterprise Support Solutions which falls
into Mainstream Maintenance or Extended
Maintenance.

For Priority 1 incidents, the following
additional 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

spracovania“). Cas spracovania nezahfha
Cas, ked ma incident stav ,Akcia
zakaznika“ alebo ,RieSenie navrhnuté
spoloénost’ou SAP“, kde (a) stav ,Akcia
zakaznika“® znamena, ZzZe incident bol
postupeny Nadobuldatelovi licencie, a (b)
stav ,RieSenie navrhnuté spoloénost’ou
SAP“ znamena, e spolo¢nost SAP poskytla
N4pravné opatrenie, ako je uvedené v
tomto Popise. SLA pre Napravné opatrenie
sa povazuje za splnend, ak do Styroch (4)
hodin &asu spracovania: spolo¢nost SAP
navrhne riedenie, doCasné rieSenie alebo
akény plan alebo ak Nadobudatel licencie
stuhlasi so zniZzenim Jdrovne priority
incidentu.
2.1.3 Predpoklady a vyluky.

2.1.3.1 Predpoklady. SLA sa uplatiuji iba
v pripade, ak su pre vSetky incidenty
splnené nasledujuce predpoklady: (i)
incidenty vo vSetkych pripadoch s
vynimkou Analyzy hlavnych pric¢in pre
vlastny kod popisanej v Clanku 2 suvisia s
vydaniami RieSeni Enterprise Support,
ktoré s klasifikované spoloénostou SAP
stavom dodavky ,neobmedzena dodavka“,
(ii) incidenty sU odoslané Nadobudatelom
licencie \% anglickom jazyku a
prostrednictvom systému SAP Solution
Manager Enterprise Edition v sulade s
aktualne platnym postupom spoloc¢nosti
SAP pre prihldsenie na spracovanie
incidentov, ktory obsahuje potrebné
relevantné detaily (ako je uvedené v
pokyne SAP Note 16018 alebo v
akomkolvek budicom pokyne SAP Note,
ktory nahradi pokyn SAP Note 16018), aby
spolo¢nost SAP mohla prijat opatrenia v
suvislosti s nahldsenym incidentom, (iii)
incidenty suvisia s vydanim produktu
RieSeni Enterprise Support, ktory spada
pod Standardnt udrzbu alebo Rozsiren(
udrzbu.

Pre incidenty s Prioritou 1 musi
Nadobudatel' licencie splnit nasledujice
dalSie predpoklady: (a) problém a jeho
dopad na podnik sU popisané dostatone
podrobne, aby spoloénost SAP mohla
problém posudit, (b) Nadobudatel licencie
d4d k dispozici na komunikéciu so
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(7) days a week, an English speaking
contact person with training and
knowledge sufficient to aid in the
resolution of the Priority 1 incident
consistent with 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.

2.1.3.2 Exclusions. For SAP Enterprise
Support in particular the following types of
Priority 1 incidents are excluded from the
SLAs: (i) incidents regarding a release,
version and/or functionalities of Enterprise
Support Solutions 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; (ii) incidents
regarding country versions that are not
part of the Enterprise Support Solutions
and instead are realized as 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 a
missing functionality (“development
request”) or the incident is ascribed to a
consulting request.

2.1.4 Service Level Credit.

2.1.4.1 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 Enterprise
Support term, Licensee agrees that SAP
shall be deemed to have met the its

spolo¢nostou SAP na dvadsatstyri (24)
hodin denne, sedem (7) dni v tyzdni
anglicky hovoriacu kontaktni osobu so
gkoleniami a vedomostami dostato¢nymi
pre pomoc pri rieSeni incidentu s Prioritou
1 v suUlade so zavazkami Nadobudatela
licencie podla tejto dohody a (c) kontaktna
osoba Nadobudatela licencie zabezpeci
otvorenie vzdialeného pripojenia k systému
a spoloCnosti SAP poskytne potrebné
prihlasovacie udaje.
2.1.3.2 VWyluky. V pripade sluzieb podpory
SAP Enterprise Support si zo SLA vylucené
nasledujuce typy incidentov s Prioritou 1:
(i) incidenty tykajuce sa vydania, verzie
a/alebo funkcii RieSeni Enterprise Support
vyvinutych S$pecificky pre Nadobudatela
licencie (vratane tych, ktoré vyvinula
organizacia SAP Custom Development
a/alebo dcérske spoloCnosti SAP) s
vynimkou vlastného koédu vytvoreného
pomocou vyvojového prostredia SAP, (ii)
incidenty tykajuce sa verzii pre konkrétne
krajiny, ktoré nie su sulastou Rieseni
Enterprise Support a namiesto toho su
realizované ako partnerské doplnky add-
on, vylep3enia ¢i modifikacie, sU vyslovne
vyluéené, a to aj v pripade, ak takéto
lokalizované verzie boli vytvorené
spolo¢nostou SAP alebo osobou ovladanou
spolo¢nostou SAP, a (iii) incidenty, ktorych
hlavnou pri¢inou nie je nespravna, ale
chybajuca funkcia (,vyvojova
poziadavka“), alebo ak ide o incident,
ktory vyzaduje poskytnutie poradenskych
sluzieb.

2.1.4 Kredit za nedosiahnutie stanovenej

urovne sluzieb.

2.1.4.1 Ak spolotnost SAP zareaguje Vv
priebehu povoleného casového ramca v
agregovanych devétdesiatich piatich
percentach (95 %) pripadov za vSetky SLA
podas Kalendarneho $tvrtroka, povazuje sa
to za splnenie povinnosti spolo¢nosti SAP v
stlade 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 uvedené vysSie, za akykolvek
Kalendarny stvrtrok pocas obdobia sluzieb
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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.

2.1.4.2. Subject to Section 2.1.4.1 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 2.1.4,
if based on the report, an SAP Failure is
proved, SAP shall apply a Service Level
Credit (“SLC”) to Licensee’s next SAP
Enterprise Support Fee invoice equal to
one quarter percent (0.25%) of Licensee’s
SAP Enterprise Support 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 SAP
Enterprise Support 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 2.1.4 is Licensee’'s sole and
exclusive remedy with respect to any
alleged or actual Failure.

podpory Enterprise Support, Nadobudatel
licencie sdhlasi s tym, e ak spolo¢nost
SAP neprekroCi ureny cCasovy rdmec SLA
pri viac ako jednom incidente pocas
prislusného Kalendarneho Stvrtroka,
povaZzuje sa to za splnenie povinnosti
spolo¢nosti v sulade so SLA tak, ako je
uvedené vyssie.

2.1.4.2. S prinliadnutim na to, ¢o je
uvedené v Clanku 2.1.4.1, budd v pripade
nesplnenia leh6t pre SLA (kazdy pripad

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

informovat spoloénost SAP o akomkolvek
udajnom PoruSeni, (ii) spolo¢nost SAP
vySetri kazdé také tvrdenie a poskytne
pisomnu spravu dokazujucu alebo
vyvracajucu opravnenost tvrdenia
Nadobudatela licencie, (iii)) Nadobudatel
licencie poskytne spolo¢nosti SAP
primerand 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 2.1.4, ak sa
na zaklade spravy preukdze PorusSenie zo
strany spolo¢nosti SAP, spolo¢nost SAP
pripiSe Nadobudatelovi licencie Kredit za
nedosiahnutie stanovenej Urovne sluzieb
(Service Level Credit, »SLCY) na
nasledujucu faktaru za poplatok za
poskytovanie sluzieb podpory Enterprise
Support Nadobudatela licencie rovnajuci sa
Stvrtine percenta (0,25 %) poplatku za
poskytovanie sluzieb podpory Enterprise
Support Nadobudatela licencie za prislusny
kalendarny Stvrtrok pre kazdé nahlasené a
preukazané  PoruSenie, pricom SLC
podlieha maximalnemu limitu za
kalendarny Stvrtrok vo vyske piatich
percent (5 %) poplatku za poskytovanie
sluzieb  podpory Enterprise  Support
NadobuUdatela licencie za  prislusny
Kalendarny $tvrtrok. Nadobudatel licencie
je zodpovedny za oznamenie akychkolvek
SLC spolonosti SAP do jedného (1)
mesiaca po skonleni kalendarneho
Stvrtroka, v ktorom doslo k poruseniu.
Podmienkou zaplatenia akejkolvek
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2.2SAP Support Advisory Center. For
Priority 1 and Top-lIssues directly related to the
Enterprise Support Solutions, SAP shall make
available a global unit within SAP’s support
organization for mission critical support related
requests (the “Support Advisory Center”). The
Support Advisory Center will perform the
following mission critical support tasks: (i)
remote support for Top-Issues — the Support
Advisory Center will act as an additional
escalation level, enabling 24X7 root cause
analysis for problem identification; (i)
Continuous Quality Check service delivery
planning in collaboration with Licensee’s IT,
including scheduling and delivery coordination;
(iii) provides one SAP Enterprise Support report
on request per calendar year; (iv) remote
primary certification of the SAP Customer Center
of Expertise if requested by Licensee; and (v)
providing guidance in cases in which Continuous
Quality Checks (as defined in Section 2.3 below),
an action plan and/or written recommendations
of SAP show a critical status (e.g. a red CQC
report) of the Enterprise Support Solutions.

As preparation for the Continuous Quality Check
delivery through SAP  Solution Manager
Enterprise Edition, Licensee’s Contact Person and
SAP shall jointly perform one mandatory setup
service (“Initial Assessment”) for the Enterprise
Support Solutions. The Initial Assessment shall
be based upon SAP standards and
documentation.

The designated SAP Support Advisory Center will
be English speaking and available to Licensee’s
Contact Person (as defined below) or its
authorized representative twenty-four hours a
day, seven days a week for mission critical
support related requests. The available local or
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penalizacie je doruCenie opodstatnenej
pisomnej Ziadosti Nadobldatela licencie o
SLC spoloCnosti SAP. SLC uvedeny v
tomto Clanku 2.1.4 je jediné a vylucné
napravné opatrenie pre NadobuUdatela
licencie, pokial ide o Gdajné alebo skuto¢né
Porusenie.
2.2SAP Support Advisory Center. Pre
incidenty s Prioritou 1 a Podstatné zadania
priamo suvisiace s RieSeniami Enterprise Support
spolo¢nost SAP spristupni globalnu jednotku v
ramci organizicie sluzieb podpory SAP pre
poziadavky suvisiace s poskytovanim podpory
Mission Critical Support (,,Support Advisory
Center*). Support Advisory Center vykonava
nasledujuce ulohy Mission Critical Support: (i)
vzdialen4d podpora pre Podstatné zadania —
Support Advisory Center funguje ako eskala¢na
troven, ktord umoziiuje analyzu hlavnych pricin
7 dni v tyzdni a 24 hodin denne na identifikaciu

problémov, (ii) planovanie dodavok sluzby
Priebeznej kontroly kvality v spolupraci s
oddelenim IT Nadobuldatela licencie vratane
koordindcie  planovania a dodavok,  (iii)

poskytovanie jednej spravy o sluzbach podpory
SAP Enterprise Support na vyZiadanie raz za
kalendarny rok, (iv) vzdialend primarna
certifikacia Z&kaznickeho kompetenéného
strediska spoloCnosti SAP, ak to Nadobudatel
licencie vyZzaduje, a ) poskytovanie
poradenstva v pripadoch, v ktorych Priebezné
kontroly kvality (ako su definované v Clanku 2.3
nizsie), akény plan a/alebo pisomné odporucania
spolo¢nosti SAP preukazu kriticky stav (napr.
sprava CQC) RieSeni Enterprise Support.
Kontaktna osoba Nadobudatela licencie a
spolo¢nost SAP v ramci pripravy na dodavku
PriebeZznej kontroly kvality prostrednictvom
systému SAP Solution Manager Enterprise
Edition spolone vykonaju jedno povinné
nastavenie  (,Uvodné posidenie®) Rie3eni
Enterprise Support. Uvodné posudenie musi
vychadzat zo &tandardov a dokumentécie
spolocnosti SAP.

Uréené centrum SAP Support Advisory Center
bude pri komunikéacii pouzivat angli¢tinu a bude
k dispozicii pre Kontaktni osobu Nadobudatela
licencie (ako je definované nizsie) alebo jej
autorizovaného zastupcu dvadsats$tyri hodin
denne a sedem dni v tyzdni pre poZiadavky

Page 12 of 24



global dial-in numbers are shown in SAP Note
560499.

The Support Advisory Center is only responsible
for the above mentioned mission critical support
related tasks to the extent these tasks are
directly related to issues or escalations regarding
the Enterprise Support Solutions.

2.3 SAP Continuous Quality Check. In case
of critical situations related to the SAP Software
Solution (such as Go Live, upgrade, migration or
Top Issues), SAP will provide at least one
Continuous Quality Check (the “Continuous
Quality Check” or “CQC”) per calendar year for
each SAP Software Solution.

The CQC may consist of one or more manual or
automatic remote Service Sessions. SAP may
deliver further CQC’s in cases where vital alerts
are reported by SAP EarlyWatch Alert or in those
cases where Licensee and the SAP Advisory
Center mutually agree that such a service is
needed to handle a Top-Issue. Details, such as
the exact type and priorities of a CQC and the
tasks of SAP and cooperation duties of Licensee,
shall be mutually agreed upon between the
parties. At the end of a CQC, SAP will provide
Licensee with an action plan and/or written
recommendations.

Licensee acknowledges that all or part of the
CQC sessions may be delivered by SAP and/or a
certified SAP partner acting as SAP’s
subcontractor and based on SAP's CQC
standards and methodologies. Licensee agrees
to provide appropriate resources, including but
not limited to equipment, data, information, and
appropriate and cooperative personnel, to
facilitate the delivery of CQC’s hereunder.

Licensee acknowledges that SAP limits CQC re-
scheduling to a maximum of three times per
year. Re-scheduling must take place at least 5
working days before the planned delivery date.
If Licensee fails to follow these guidelines, SAP is
not obliged to deliver the yearly CQC to the
Licensee.
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spojené s podporou Mission Critical Support.
Dostupné miestne alebo svetové teleféonne Cisla
su uvedené v pokyne SAP Note 560499.

Support Advisory Center zodpoveda za ulohy
podpory Mission Critical Support uvedené vysSie
len do tej miery, do akej tieto ulohy priamo
stvisia s problémami alebo eskalaciami
tykajucimi sa RieSeni Enterprise Support.

2.3 Priebezna kontrola kvality spolo€nosti
SAP. V pripade kritickych situacii suvisiacich so
Softvérovym rieSenim spolonosti SAP (ako je
napriklad Spustenie produktivhej prevadzky,
inovacia, migracia alebo Podstatné zadanie)
spolo¢nost SAP poskytne aspofi jednu Priebeznu
kontrolu kvality (Continuous Quality Check alebo
,CQC*) za kalendarny rok pre kazdé Softvérové
rieSenie spolo¢nosti SAP.

CQC mobze pozostavat z jednej alebo viacerych
manualnych alebo automatickych vzdialenych
Servisnych porad. V pripade zavaznych vystrah
nahlasenych aplikaciou SAP EarlyWatch Alert
alebo v pripadoch, v ktorych sa Nadobudatel
licencie a SAP Advisory Center navzajom zhodnd,
Ze je to potrebné na spracovanie Podstatného
zadania, spolo¢nost SAP mdze poskytniat dalsie
CQC. Detaily ako presny typ a priority CQC a
Glohy spolocnosti SAP a povinnosti Nadobudatela
licencie pri spolupraci musia byt vzajomne
odsuhlasené medzi stranami. Na konci CQC
spolo¢nost SAP poskytne Nadobudatelovi licencie
ak¢ny plan a/alebo pisomné odporucania.
Nadobudatel' licencie suhlasi s tym, ze vsetky
relacie CQC alebo ich ¢ast mézu byt poskytnuté
spoloénostou  SAP  a/alebo  certifikovanym
partnerom spoloc¢nosti SAP, ktory vystupuje ako
subdodavatel spolo¢nosti SAP, a na zaklade
Standardov a metodoldgii spoloCnosti SAP pre
CQcC. Nadobldatel’ licencie sa zavazuje
poskytnut prislusné zdroje, ktoré okrem iného

zahfflaju  zariadenia, Udaje, informéacie a
zodpovedajuci a spolupracujuci personal, na
ulahdenie poskytovania CQC podla tohto
dokumentu.

Nadobudatel licencie sthlasi s tym, e spolo¢nost
SAP  obmedzuje preplanovanie CQC na
maximalne tri razy do roka. Preplanovanie sa
musi vykonat aspofi 5 pracovnych dni pred
planovanym datumom dodavky. Ak Nadobudatel
licencie nedodrzi tieto pokyny, spolo¢nost SAP
nie je povinna poskytnat roéné CQC
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Edition under SAP Enterprise Support.

2.4.1 Use of SAP Solution Manager
Enterprise Edition (and any successor to
SAP Solution Manager Enterprise Edition
provided hereunder) shall be subject to the
Agreement and is solely for the following
purposes under SAP Enterprise Support:
(i) delivery of SAP Enterprise Support, and
(ii) application lifecycle management for
Licensee IT Solutions. Such application
lifecycle management is limited solely to
the following purposes:

- implementation, configuration,
testing, operations, continuous
improvement and diagnostics

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

- mobile application lifecycle
management scenarios using SAP
NetWeaver Gateway (or equivalent
technology) integrated in SAP
Solution Manager Enterprise Edition

- 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. (However, the
portfolio management functionality
of SAP Project and Portfolio
Management is not in scope of SAP
Solution Manager Enterprise Edition
and will need to be licensed
separately by Licensee.)

- administration, monitoring, reporting
and business intelligence as enabled
using SAP NetWeaver technology

Nadobudatelovi licencie.
2.4 SAP Solution Manager Enterprise 2.4

SAP Solution Manager Enterprise
Edition v ramci sluzieb podpory SAP
Enterprise Support.

2.4.1 PouZivanie softvéru SAP Solution
Manager Enterprise Edition (a akéhokolvek
nastupnickeho rieSenia systému SAP
Solution Manager Enterprise Edition
poskytovaného podla tohto dokumentu) sa
riadi Zmluvou a slazi vyluéne na
nasledujuce Uuclely na zaklade sluzieb
podpory SAP Enterprise Support: (i)
dodavka sluzieb podpory SAP Enterprise
Support a (ii) riadenie Zzivotného cyklu
aplikacii pre RieSenia IT Nadobudatela
licencie. Toto riadenie Zivotného cyklu
aplikacii je obmedzené wvyluéne na
nasledujuce ucely:

- implementéacia, konfiguracia,

testovanie, operécie, neustale
zdokonalovanie a diagnostika
- riadenie incidentov (servisné

stredisko), rieSenia problémov a
Ziadosti o zmenu aktivované
pomocou technolégie SAP CRM
integrovanej v rieSeni SAP Solution
Manager Enterprise Edition

- scenare riadenia zivotného cyklu
mobilnych  aplikacii s  pouzitim
technoldgie SAP NetWeaver Gateway
(alebo ekvivalentnej technoldgie)
zaClenenej do rieSenia SAP Solution
Manager Enterprise Edition

- riadenie projektov riadenia zivotného
cyklu aplikacii pre RieSenia IT
Nadobudatela licencie pouzivajice
funkciu riadenia projektov
komponentu  SAP  Project and
Portfolio Management zacleneného
do rieSenia SAP Solution Manager
Enterprise Edition (funkcia riadenia
portfélii v komponente SAP Project
and Portfolio Management vsak
nespadd do rozsahu rieSenia SAP
Solution Manager Enterprise Edition
a Nadobudatel’ licencie ho musi
licencovat samostatne)

- administracia, monitorovanie,
ohlasovanie a BI aktivované
pomocou technolégie SAP NetWeaver
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integrated in SAP Solution Manager
Enterprise  Edition. Business
intelligence may also be performed
provided the appropriate SAP BI
software is licensed by Licensee as
part of the Enterprise Support
Solutions.
For application lifecycle management as
outlined under section 2.4.1(ii) above,
Licensee does not require a separate
Package license to SAP CRM.
2.4.2 Licensee is entitled to use those SAP
databases which are listed on SAP’s
Customer Support Website that are
generally available to all SAP licensees
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 term of this Schedule.

2.4.3 SAP Solution Manager Enterprise
Edition may not 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
2.4.1; (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 in Section 2.4.1; (vi)
SAP NetWeaver Gateway, except for the
mobile application lifecycle management
scenarios within the scope described above
in Section 2.4.1.

integrovanej v rieSeni SAP Solution
Manager Enterprise Edition. Bl sa
moze uskutolfiovat aj v pripade, ak
Nadobudatel  licencie licencoval
prislusny softvér SAP Bl v ramci
RieSeni Enterprise Support.

Pri riadeni zivotného cyklu aplikacii, ako je
uvedené v Clanku 2.4.1 (i) vysSie,
Nadobudatel licencie nevyzaduje
samostatnu licenciu na balik pre SAP CRM.
2.4.2 Nadobudatel’ licencie ma opravnenie
na pouzivanie databaz spoloCnosti SAP,
ktoré su uvedené na Webovej lokalite
podpory zakaznikov spoloCnosti SAP a
ktoré su v3eobecne dostupné v3etkym
nadobudatelom licencie spolo¢nosti SAP
spolu s nastrojom SAP Solution Manager.
Tato runtime licencia je obmedzend na
pouzivanie relevantnej databazy ako
podkladovej databdzy nastroja  SAP
Solution Manager a na obdobie tohto
Popisu.

2.4.3 SAP Solution Manager Enterprise
Edition sa nesmie pouzivat na iné Gcely,
nez ako je uvedené vysSie. Nadobudatel
licencie nebude pouzivat SAP Solution
Manager Enterprise Edition najma pre (i)
scenare CRM, ako je napr. sprava
prilezitosti, sprava potencialnych
zdkaznikov alebo sprava podpory obchodu,
okrem pripadov scenarov CRM, ktoré su
vyslovene uvedené v Clanku 2.4.1, (i) iné
typy pouZzZivania SAP NetWeaver nez su
uvedené vysSSie 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 v Clanku 2.4.1,
(vi) SAP NetWeaver Gateway vratane Casu
navrhu SAP NetWeaver Gateway okrem
scenarov riadenia Zivotného cyklu
mobilnych aplikacii s rozsahom popisanym
vysSie v Clanku 2.4.1. Toto ustanovenie
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2.4.4 SAP — in its sole discretion — may
update from time to time on SAP’s
Customer Support Website under
http://support.sap.com/solutionmanager
the use cases for SAP Solution Manager
Enterprise Edition under this Section 2.4.

2.4.5 SAP Solution Manager Enterprise
Edition shall only be used during the term
of this Schedule 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 SAP Enterprise Support
other than those listed above is subject to
a separate written agreement with SAP,
even if such capabilities are accessible
through or related to SAP Solution
Manager Enterprise Edition. Licensee shall
be entitled to allow any of its employees to
use web self-services in the SAP Solution
Manager Enterprise Edition during the term
of this Schedule like creating support
tickets, requesting support ticket status,
ticket confirmation and change approvals
directly related to Licensee IT Solutions.

2.4.6 In the event Licensee terminates SAP
Enterprise Support and receives SAP
Standard Support in accordance with
Section 6, Licensee’s use of SAP Solution
Manager Enterprise Edition under SAP
Enterprise Support 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.

nema vplyv na
obmedzenia.

predchadzajuce

2.4.4 Spolotnost SAP podla vlastného
uvézenia mbze 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 tohto Clanku 2.4.

2.4.5 SAP Solution Manager Enterprise
Edition sa mbdZe pouzivat len podas
obdobia ucinnosti tohto Popisu v sulade s
licenénymi pravami pre Softvér a vylucne
na Ucely podpory produktov SAP
Nadobtldatela licencie, ktoré slvisia s
podporou internych podnikovych procesov
Nadobudatela licencie. Pravo na
pouzivanie akychkolvek inych funkcii SAP
Solution Manager Enterprise Edition so
sluzbami podpory SAP Enterprise Support,
nez su funkcie uvedené vysSie, je
predmetom osobitnej pisomnej dohody so
spolo¢nostou SAP aj v takych pripadoch,
ak takéto funkcie st pristupné
prostrednictvom systému SAP Solution
Manager Enterprise Edition alebo sa ho
tykaju. Nadobudatel licencie je opravneny
povolit ktorémukolvek zo svojich
zamestnancov pouzivanie webovych
samoobsluznych sluzieb v systéme SAP
Solution Manager Enterprise Edition pocas
obdobia tohto Popisu na vytvaranie
Ziadosti o poskytnutie podpory, vyZiadanie
stavu Ziadosti o poskytnutie podpory,
potvrdenie Ziadosti a schvélenie zmien
priamo suvisiacich s RieSeniami IT
Nadobudatela licencie.

2.4.6 Ak Nadobudatel' licencie ukonci
poskytovanie sluzieb podpory SAP
Enterprise Support a za¢ne vyuzivat sluzby
podpory SAP Standard Support v sulade s
Clankom 6, pouzivanie systému SAP
Solution Manager Enterprise  Edition
Nadobudatelom licencie na zaklade sluzieb
podpory SAP Enterprise Support sa ukondi.
Potom sa bude pouzivanie nastroja SAP
Solution Manager Enterprise Edition
Nadobudatelom licencie riadit
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2.4.7 Use of SAP Solution Manager
Enterprise Edition may not be offered by
Licensee as a service to third parties even
if such third parties have licensed SAP
Software; provided, third parties
authorized to access the SAP Software
under the 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 Schedule.

3. Licensee’s Responsibilities.
3.1 SAP Enterprise Support
Management. In order to receive SAP
Enterprise Support hereunder, Licensee shall
designate a qualified English speaking contact
within its SAP Customer Center of Expertise for
the Support Advisory Center (the “Contact
Person”) and shall provide contact details (in
particular e-mail address and telephone number)
by means of which the Contact Person or the
authorized representative of such Contact Person
can be contacted at any time. Licensee’s
Contact Person shall be Licensee’s authorized
representative empowered to make necessary
decisions for Licensee or bring about such
decision without undue delay.

Program

3.2 Other Requirements. In order to receive
SAP Enterprise Support hereunder, Licensee
must further satisfy the following requirements:

(i) Continue to pay all Enterprise Support Service
Fees in accordance with the Agreement and this
Schedule.

(ii)) Otherwise fulfill its obligations under the
Agreement and this Schedule.

(iii) Provide and maintain remote access via a
technical standard procedure as defined by SAP
and grant SAP all necessary authorizations, in
particular for remote analysis of issues as part
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podmienkami prislusného Popisu sluzieb
podpory SAP Standard Support.

2.4.7 Nadobudatel licencie nesmie ponukat
pouZzivanie systému SAP Solution Manager
Enterprise Edition ako sluzbu tretim
strandm bez ohladu na to, Ci tieto tretie
strany maju licencovany Softvér
spolo¢nosti SAP, ak len tretie strany
opravnené na pristup k  Softvéru
spolo¢nosti SAP podla Zmluvy nemaju
povoleny pristup k systému SAP Solution
Manager Enterprise Edition vylu¢ne na
Ucely podpory tykajlcej sa spolo¢nosti SAP
v rdmci podpory internych podnikovych
procesov Nadobudatela licencie a v sulade
s podmienkami tohto Popisu.

3. Povinnosti Nadobudatel’a licencie.

3.1 Riadenie programu sluzby podpory SAP
Enterprise Support. V zaujme ziskania sluzieb
podpory SAP Enterprise Support za podmienok
uvedenych v tomto Popise je Nadobudatel
licencie povinny v ramci Zakaznickeho
kompetenéného strediska pre Support Advisory
Center uréit kvalifikovanu, po anglicky hovoriacu
kontaktnid osobu (,Kontaktna osoba“) a
poskytnut spolocnosti SAP kontaktné udaje
(najma e-mailovl adresu a telefénne Cislo), na
zéklade ktorych je mozné danu Kontaktnu osobu
alebo opravneného zastupcu takejto Kontaktnej
osoby kedykolvek kontaktovat. Kontaktna osoba
Nadobudatela licencie musi byt autorizovany
zastupca Nadobuldatela licencie splnomocneny
prijimat  potrebné rozhodnutia v  mene
Nadobudatela licencie alebo takéto rozhodnutie
zabezpedit bez zbytoéného odkladu.

3.2 Dalsie poziadavky. Aby Nadobudatel
licencie mohol prijimat sluzby podpory SAP
Enterprise Support podla tohto dokumentu, musi
dalej spifiat nasledujtice poziadavky:

(a) Pokracovat v plateni vietkych poplatkov za
sluzby podpory Enterprise Support v sulade so
Zmluvou a tymto Popisom.

(i) Inak plnit svoje zavazky podla Zmluvy a
tohto Popisu.

(iii) Poskytovat a udrziavat vzdialeny pristup
prostrednictvom Standardného technického
postupu definovaného spolo¢nostou SAP a udelit
spolo¢nosti SAP vsetky potrebné opravnenia,
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of incident handling. Such remote access shall
be granted without restriction regarding the
nationality of the SAP employee(s) who process
incidents or the country in which they are
located. Licensee acknowledges that failure to
grant access may lead to delays in incident
handling and the provision of corrections, or may
render SAP unable to provide help in an efficient
manner. The necessary software components
must also be installed for support services. For
more details, see SAP Note 91488.

(iv) Establish and maintain an SAP certified
Customer COE meeting the requirements
specified in Section 4 below.

(v) Have installed, configured and be using
productively, an SAP Solution Manager
Enterprise Edition Software system, with the
latest patch levels for Basis, and the latest SAP
Solution Manager Enterprise Edition support
packages.

(vi) Activate SAP EarlyWatch Alert for the
Production Systems and transmit data to
Licensee’'s productive SAP Solution Manager
Enterprise Edition system. See SAP Note
1257308 for information on setting up this
service.

(vii) Perform the Initial Assessment as described
in Section 2.2 and implement all the
recommendations of  SAP classified as
mandatory.

(viii) Establish a connection between Licensee’s
SAP Solution Manager Enterprise Edition
installation and SAP and a connection between
the Enterprise Support Solutions and Licensee’s

SAP Solution Manager Enterprise Edition
installation.

(ix) Licensee shall maintain the solution
landscape and core business processes in
Licensee’'s SAP Solution Manager Enterprise

Edition system for all Production Systems and
systems connected to the Production Systems.
Licensee shall document any implementation or
upgrade projects in Licensee’'s SAP Solution
Manager Enterprise Edition system.

(x) To fully enable and activate the SAP Solution
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najma opravnenia na vzdialend analyzu
problémov v ramci spracovania incidentov.
Takyto vzdialeny pristup musi byt poskytnuty
bez obmedzeni tykajucich sa narodnosti
pracovnikov spolocnosti SAP, ktori spracovavaju
incidenty, alebo krajiny, v ktorej sa nachadzaju.
Nadobudatel licencie uznava, Ze neposkytnutie
pristupu modze viest k oneskoreniam v
spracovani incidentov a poskytovani oprav alebo
k nesposobilosti spoloénosti SAP poskytovat
podporu efektivnym spbsobom. Pre sluzby
podpory tiez musia byt nainstalované potrebné

softvérové komponenty. Dalsie informacie
najdete v pokyne SAP Note 91488.

(iv) Vytvorit a udrziavat Zakaznicke COE
certifikované  spolo¢nostou  SAP  spifiajuce

poziadavky v Clanku 4 nizsie.

(v) Mat nainstalovany, nakonfigurovany a
produktivne pouzivat softvér SAP Solution
Manager Enterprise Edition s najnovSimi
Grovhami oprav pre Bazu a softvér najnovsich
balikov  podpory SAP  Solution Manager
Enterprise Edition.

(vi) Aktivovat SAP EarlyWatch Alert pre
Produktivne systémy a preniest Gdaje do
produktivneho systému SAP Solution Manager
Enterprise Edition Nadobudatela licencie.
Informacie o nastaveni tejto sluzby najdete v
pokyne SAP Note 1257308.

(vii) Vykonat Uvodné postdenie, ako je uvedené
v Clanku 2.2, a implementovat  vsetky
odporacania  spolo¢nosti  SAP, ktoré su
klasifikované ako povinné.

(viii) Zabezpelit spojenie medzi instalaciou
systému SAP Solution Manager Enterprise
Edition Nadobudatela licencie a spolo¢nostou
SAP a spojenie medzi RieSeniami Enterprise
Support a inStaldciou systému SAP Solution
Manager Enterprise  Edition NadobuUdatela
licencie.

(ix) Nadobudatel licencie je povinny vykonavat
adrzbu infrastruktiry rieSeni a  klucovych
podnikovych procesov vo svojom systéme SAP
Solution Manager Enterprise Edition pre vsetky
Produktivhe systémy a systémy pripojené k
Produktivnym systémom. Nadobudatel licencie
je povinny dokumentovat vsetky projekty
implementécie alebo inovéacie vo svojom systéme
SAP Solution Manager Enterprise Edition.

(xX) V zadujme Udplného spristupnenia a
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Manager Enterprise Edition, Licensee shall

adhere to the applicable documentation.

(xi) Licensee agrees to maintain adequate and
current records of all modifications and, if
needed, promptly provide such records to SAP.

(xii) Submit all incidents via the then current
SAP support infrastructure as made available by
SAP from time to time via updates, upgrades or
add-ons.

(xiii) Inform SAP without undue delay of any
changes to Licensee’s installations and any other
information relevant to the Enterprise Support
Solutions.

4. Customer Center of Expertise.

4.1 Role of the Customer Center of
Expertise. In order to leverage the full
potential value delivered as part of SAP

Enterprise Support, Licensee is required to
establish a Customer Center of Expertise
(“Customer Center of Expertise”, or “Customer
COE”). The Customer COE is designated by
Licensee as a central point of contact for
interaction with the SAP support organization. As
a permanent center of expertise, the Customer
COE supports Licensee’s efficient
implementation, innovation, operation and
quality of business processes and systems
related to the SAP Software Solution based on
the Run SAP methodology provided by SAP. The
Customer COE should cover all core business
process operations. SAP recommends starting
the implementation of the Customer COE as a
project that runs in parallel with the functional
and technical implementation projects.

4.2 Basic Functions of the Customer COE.
The Customer COE must fulfill the following basic
functions:
Support Desk: Set-up and operation of a
support desk with a sufficient number of
support consultants for
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aktivovania systému SAP Solution Manager
Enterprise Edition je Nadobudatel' licencie
povinny riadit sa podla prislusnej dokumentéacie.

(xi) Nadobudatel licencie suhlasi, ze bude
udrziavat adekvatne a aktualne zaznamy
vSetkych modifikacii a v pripade potreby tieto
zaznamy okamzite poskytne spolo¢nosti SAP.

(xii) Odosielat vsetky incidenty prostrednictvom
aktualnej podpornej infradtruktlry spolocnosti

SAP, ktora spolo¢nost SAP priebezne
spristupniuje prostrednictvom aktualizacii,
inovécii alebo doplnkov add-on.

(xiii) Bez zbytotného odkladu informovat
spoloénost SAP o vSetkych zmenach v
indtalaciach a poskytnut vSetky ostatné
informacie tykajuce sa RieSeni Enterprise
Support.

4. ZzZakaznicke kompetenéné stredisko.

4.1 Rola Zakaznickeho kompetenéného
strediska. V zaujme vyuzitia potencialnej
hodnoty dodavanej v ramci sluzieb podpory SAP
Enterprise Support v plnom rozsahu sa od

NadobUdatela licencie vyZzaduje vytvorenie
Zékaznickeho kompetenéného strediska
(,Zakaznicke kompetentné stredisko“ alebo
.Zakaznicke COE"). Zéakaznicke COE
NadobuUdatela licencie predstavuje centralne

kontaktné miesto pre interakciu s organizaciou
sluzieb podpory spolo¢nosti SAP. Zakaznicke
COE ako trvalé kompetenéné stredisko
podporuje  GdinnG  implementaciu, inovaciu,
prevddzku a kvalitu podnikovych procesov a
systémov NadobuUdatela licencie, ktoré sa tykaju
Softvérového rieSenia SAP, na zaklade
metodoldgie Run SAP poskytnutej spolo¢nostou
SAP. Zakaznicke COE by malo pokryvat vietky
operacie  klucovych podnikovych procesov.
Spoloénost SAP odporica zadat implementéaciu
Z&kaznickeho COE ako projekt, ktory prebieha
subezne s projektmi funkénej a technickej
implementécie.
4.2 Zakladné funkcie Zakaznickeho COE.
Zakaznicke COE musi spiﬁat’ nasledujuce
zékladné funkcie:

Stredisko podpory Support Desk: Vytvorenie

a prevadzka strediska podpory s

dostato¢nym poctom poradcov podpory pre
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infrastructure/application platforms and the
related applications during regular local
working hours (at least 8 hours a day, 5
days (Monday through Friday) a week).
Licensee support process and skills will be
jointly reviewed in the framework of the
service planning process and the certification
audit.

Contract administration: Contract and license
processing in conjunction with SAP (license
audit, maintenance billing, release order
processing, user master and installation data
management).

Coordination of innovation requests:
Collection and coordination of development
requests from the Licensee and/or any of its
affiliates, provided such affiliates are entitled
to use the Enterprise Support Solutions
under the Agreement. In this role the
Customer COE shall also be empowered to
function as an interface to SAP to take all

action and decisions needed to avoid
unnecessary modification of Enterprise
Support Solutions and to ensure that

planned modifications are in alignment with
the SAP software and release strategy.

Information management: Distribution of
information (e.g. internal demonstrations,
information events and marketing) about
Enterprise  Support Solutions and the
Customer COE within the Licensee’s
organization.
CQC and other remote services planning:
Licensee regularly engages in a service
planning process with SAP. The service
planning starts during the initial
implementation and will then be continued
regularly.
4.3 Customer COE Certification. Licensee
must establish a certified Customer COE upon
the later to occur of the following: (i) within
twelve months after the Effective Date; or (ii)
within six months after Licensee has started
using at least one of the Enterprise Support
Solutions in live mode for normal business
operations. To obtain the then-current primary
Customer COE certification or re-certification by
SAP, the Customer COE undergoes an audit
procedure. Detailed information on the initial
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infradtruktdrne/aplika¢né platformy a
prislusné aplikacie v rdmci obvyklej miestnej
pracovnej doby (miniméalne 8 hodin denne, 5
dni v tyzdni (pondelok az piatok)). Proces
podpory a odborné znalosti Nadobudatela
licencie sa budu sucasne kontrolovat v ramci
procesu planovania sluzby a certifikacného
auditu.

Sprava zmlav: Spracovanie zmlav a licencii
sGvisiacich so spoloénostou SAP (licenény
audit, zuCtovanie  Udrzby, spracovanie
odvolavok, sprava kmernovych zaznamov
pouzivatela a instalaCnych Gdajov).
Koordinacia  poziadaviek na inovaciu:
zhromazdovanie a koordinacia poziadaviek
na vyvoj od NadobuUdatela licencie a/alebo
nim ovladdanych oséb za predpokladu, Ze
takéto ovladané osoby podla Zmluvy sa
opravnené pouzivat RieSenia Enterprise
Support. V tejto pozicii by Zakaznicke COE
malo taktiez fungovat ako rozhranie vodi
spolo¢nosti SAP na podnikanie krokov a
rozhodnuti  potrebnych na  zabranenie
modifikdciAm RieSeni Enterprise Support,
ktoré nie st nevyhnutné, a na zabezpecenie
suladu planovanych modifikécii so stratégiou
spolo¢nosti SAP pre softvér a jeho vydania.

Sprava informacii: distriblcia informacii
(napr. internych prezentécii, informacnych
podujati a marketingovych akcii) o
RieSeniach Enterprise Support a
Z&kaznickom COE v ramci organizcie
Nadobudatela licencie.

Planovanie CQC a dalSich vzdialenych
sluzieb: Nadobudatel licencie sa riadne

zapaja do procesu planovania sluzieb so
spoloénostou SAP.  Planovanie sluzieb sa
zacina poCas Uvodnej implementacie a bude
pravidelne pokradovat.
4.3 Certifikacia Z&kaznickeho COE.
Nadobudatel licencie musi podla toho, k ¢omu
dojde neskér, vytvorit certifikované Zakaznicke
COE (a) do dvanastich mesiacov po Déatume
nadobudnutia Gcinnosti alebo (b) do S3iestich
mesiacov potom, ako Nadobudatel licencie za¢ne
pouzivat minimalne jedno RieSenie Enterprise
Support v produktivnej prevadzke pre bezné
podnikoveé operacie. Zakaznicke COE je v zaujme
ziskania aktualnej priméarnej certifikacie alebo
opatovnej certifikacie od spolo¢nosti SAP povinné
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certification and re-certification process and
conditions, as well as information on the
available certification levels, is available on SAP’s
Customer Support Website
(http://support.sap.com/ccoe).

5. Enterprise Support Fees. SAP Enterprise
Support Fees shall be paid quarterly in
advance and shall be specified in appendices
or order forms under the Agreement.

6. Termination

6.1 SAP Enterprise Support may be terminated
by either party with three months’ written notice
(i) prior to the end of the Initial Term and (ii)
thereafter, prior to the start of the following
renewal period. Any termination provided in
accordance with above will be effective at the
end of the then-current SAP Enterprise Support
period during which the termination notice is
received by the respective party.
Notwithstanding the forgoing, SAP may
terminate SAP Enterprise Support after one
month’s written notice of Licensee’s failure to
pay Enterprise Support Fees.

6.2 Notwithstanding Licensee’s rights under
Section 6.1, and provided Licensee is not in
default of any obligations under the Agreement,
Licensee may select SAP Standard Support with
three months’ written notice to SAP either (i)
with respect to all orders for support that are
solely on a calendar year renewal basis, prior to
the start of the renewal period that follows the
Initial Term that commenced as of Licensee’s
first order for SAP Enterprise Support; or (ii)
with respect to all orders for support that are not
solely on a calendar year renewal basis, prior to
the start of the first renewal period in any
calendar year that follows the Initial Term that
commenced as of Licensee’s first order for SAP
Enterprise Support. Such selection shall be
stated by Licensee in the notice letter, and shall
terminate SAP Enterprise Support effective with
the commencement of SAP Standard Support.
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prejst procesom auditu. Podrobné informacie o
procese a podmienkach primarnej a opatovnej
certifikacie, ako aj informécie o dostupnych
urovniach certifikacie st k dispozicii na Webovej
stranke podpory pre zéakaznikov spolo¢nosti SAP
na adrese http://support.sap.com/ccoe.

5. Poplatky za sluzby podpory Enterprise
Support. Poplatky za sluzby podpory SAP
Enterprise Support budu uhrédzané
Stvrtroéne vopred a budl( $Specifikované v
prilohach alebo objednéavkach tejto Zmluvy.

6. Ukonéenie

6.1 Podpora SAP Enterprise Support mdze byt
ukoncena oboma stranami pisomnou vypovedou
s lehotou troch mesiacov (i) pred ukoncenim
Pociato¢ného obdobia a (ii) potom pred zacatim
nasledujuceho obdobia obnovenia. Akékolvek
ukondenie uskutocnené Y sulade s
horeuvedenym ustanovenim nadobudne G&innost
na konci aktualneho obdobia sluzieb podpory
SAP Enterprise Support, v priebehu ktorého bolo
oznamenie o ukonceni doruené druhej zmluvnej
strane. Bez ohladu na vysSie uvedené
spolo¢nost SAP méze vypovedat sluzby podpory
SAP Enterprise Support po jednom mesiaci od
pisomného oznamenia v pripade, Zze Nadobudatel

licencie riadne neuhradil poplatky za
poskytovanie sluzieb podpory SAP Enterprise
Support.

6.2 Nadobudatel licencie si bez ohladu na prava
Nadobudatela licencie podla Clanku 6.1 a za
predpokladu, Z?e Nadobudatel' licencie nie je v
omeskani so ziadnymi zavazkami podla Zmluvy,
moéze vybrat sluzby podpory SAP Standard
Support za predpokladu, Ze toto rozhodnutie tri
mesiace vopred pisomne oznami spolo¢nosti
SAP, (i) v pripade vSetkych objednavok na
podporu, ktoré su vyhradne na béaze obnovenia
po uplynuti kalendarneho roka, pred zaciatkom
obdobia obnovenia, ktoré nasleduje po uplynuti
Pociato¢ného obdobia, ktoré sa zacalo dnom
prvej objednavky Nadobldatela licencie na
poskytovanie sluzieb podpory SAP Enterprise
Support, alebo (ii) v pripade vSetkych
objednavok na podporu, ktoré nie su vyhradne
na baze obnovenia po uplynuti kalendarneho
roka, pred zaciatkom prvého obdobia obnovenia
v lubovolhom kalendarnom roku, ktory nasleduje
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Any such selection shall apply to all Enterprise
Support Solutions and shall be on SAP’s then-
current terms and conditions for SAP Standard
Support, including without limitation pricing. SAP
and Licensee shall execute an amendment or
other document to the Agreement memorializing
Licensee’'s selection and SAP’'s then-current
terms and conditions.

6.3 For the avoidance of any doubt, termination
of SAP Enterprise Support or selection to enroll
in another type of SAP Support Services by
Licensee pursuant to Support Services selection
provisions under the Agreement shall strictly
apply to all licenses under the Agreement, its
appendices, schedules, addenda and order
documents and any partial termination of SAP
Enterprise Support or partial selection of SAP
Enterprise Support by Licensee shall not be
permitted in respect of any part of the
Agreement, its appendices, schedules, addenda,
order documents or this Schedule.

7. Verification. To check the compliance with
the terms of this Schedule, SAP shall be entitled
to periodically monitor (at least once annually
and in accordance with SAP standard
procedures) (i) the correctness of the
information Licensee provided and (ii) Licensee’s
usage of the Solution Manager Enterprise Edition
in accordance with the rights and restrictions set
out in Section 2.4.

8. Reinstatement. In the event Licensee
elects not to commence SAP Enterprise Support
upon the first day of the month following initial
delivery of the Enterprise Support Solutions, or
SAP Enterprise Support is otherwise terminated
pursuant to Section 6 above or declined by
Licensee for some period of time, and is

SAP Confidential
SAP Enterprise Support Schedule (DUAL) skSK.v.4

-2018

po uplynuti Pocdiatocného obdobia, ktoré sa
zaCalo drfiom prvej objednavky Nadobudatela
licencie na poskytovanie sluzieb podpory SAP
Enterprise  Support. Takyto vyber je
Nadobudatel licencie povinny oznamit pisomnou
formou, na zaklade c¢oho dojde k ukonceniu
poskytovania sluzieb podpory SAP Enterprise
Support s Gdinnostou odo dfa zadatia
poskytovania sluzieb podpory SAP Standard
Support. Kazdy takyto vyber sa vztahuje na
vSetky RieSenia Enterprise Support a musi
podliehat aktualnym podmienkam spoloénosti
SAP pre poskytovanie sluzieb podpory SAP
Standard Support vratane stanovenia poplatkov.
Spolo¢nost SAP a Nadobudatel licencie su
povinni vyhotovit dodatok alebo iny dokument k
Zmluve, v ktorom bude uvedeny vyber
Nadobudatela licencie a aktualne zmluvné
podmienky a ustanovenia spoloCnosti SAP.

6.3 Aby sa prediSlo pochybnostiam, ukoncenie
sluzieb podpory SAP Enterprise Support alebo
prechod na iny typ sluzieb podpory spolo¢nosti
SAP Nadobudatelom licencie v sulade s
ustanoveniami pre vyber sluzieb podpory v
Zmluve sa bez vynimiek uplatni na vSetky
licencie v Zmluve, jej dodatkoch, prilohdch a
objednavkach a akékolvek Ciasto¢né ukoncenie
sluzieb podpory SAP Enterprise Support alebo
CiastoCny vyber sluZieb podpory SAP Enterprise
Support zo strany Nadobudatela licencie nie je
povoleny pre Ziadnu &ast Zmluvy, jej dodatky,
prilohy a objednavky alebo tento Popis.

7. Overovanie. \% zaujme kontroly
dodrziavania podmienok tohto Popisu je
spolo¢nost SAP opravnena pravidelne

monitorovat (aspofi raz za rok a v silade so

Standardnymi postupmi spolocnosti SAP) (i)
spravnost informacii poskytnutych
Nadobudatelom licencie a (ii) pouzivanie

systému Solution Manager Enterprise Edition
Nadobudatelom licencie v sutlade s pravami a
obmedzeniami stanovenymi v Clanku 2.4.

8. Obnovenie. Ak sa Nadobudatel licencie
rozhodne, Ze mu nebudu sluzby podpory SAP
Enterprise Support poskytované od prvého dna
mesiaca po dodavke RieSeni Enterprise Support
alebo ak sa sluzby podpory SAP Enterprise
Support inak ukondia podla Clanku 6 alebo sa
preruSia zo strany Nadobudatela licencie na

Page 22 of 24



subsequently requested or reinstated, SAP will
invoice Licensee the accrued SAP Enterprise
Support Fees associated with such time period
plus a reinstatement fee.

9. Other Terms and Conditions.

9.1 The scope of SAP Enterprise Support offered
by SAP may be changed annually by SAP at any
time upon three (3) months’ prior written notice.

9.2 Licensee hereby confirms that Licensee has
obtained all applicable licenses for the Licensee
Solutions.

9.3In the event that Licensee is entitled to
receive one or more services per calendar year,
(i) Licensee shall not be entitled to receive such
services in the first calendar year if the Effective
Date of this Schedule is after September 30 and
(ii) Licensee shall not be entitled to transfer a
service to the next year if Licensee has not
utilized such service.

9.4FAILURE TO UTILIZE SAP ENTERPRISE
SUPPORT PROVIDED BY SAP MAY PREVENT SAP
FROM BEING ABLE TO IDENTIFY AND ASSIST IN
THE CORRECTION OF POTENTIAL PROBLEMS

WHICH, IN TURN, COULD RESULT IN
UNSATISFACTORY SOFTWARE PERFORMANCE
FOR  WHICH SAP  CANNOT BE HELD

RESPONSIBLE.

9.5In the event SAP licenses third party
software to Licensee under the Agreement, SAP
shall provide SAP Enterprise Support on such
third party software to the degree the applicable
third party makes such support available to SAP.
Licensee may be required to upgrade to more
recent versions of its operating systems and
databases to receive SAP Enterprise Support. If
the respective vendor offers an extension of
support for its product, SAP may offer such
extension of support under a separate written
agreement for an additional fee. If the vendor
does not provide the support services required
by SAP any more, SAP has the right to give
reasonable notice of at least three months
effective at the end of a calendar quarter of
extraordinary and partial termination on the
contractual relationship for support for the third
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urcité Casové obdobie a nasledne sa vyziadaju
alebo obnovia, spoloénost SAP vyfakturuje
Nadobudatelovi licencie poplatok za sluzby
podpory SAP Enterprise Support nahromadeny
za takéto Casové obdobie a zvysi ho o poplatok
za obnovenie.

9. Dalsie podmienky a ustanovenia.

9.1 Spolo¢nost SAP moéze kedykolvek zmenit
rozsah ponukanych sluzieb podpory SAP
Enterprise Support na zaklade pisomného
oznamenia doruceného tri (3) mesiace vopred.
9.2 Nadobudatel licencie tymto potvrdzuje, Ze
ziskal vSetky prislusné licencie pre RieSenia
Nadobudatela licencie.

9.3 Ak je Nadobudatel licencie opravneny ziskat
jednu alebo viac sluzieb v jednom kalendarnom
roku, (i) Nadobudatel licencie nie je opravneny
ziskat tieto sluzby v prvom kalendarnom roku,
ak je Datum nadobudnutia Gcinnosti tohto Popisu
neskorsi ako 30. september, a (ii) Nadobudatel
licencie nie je opravneny preniest sluzbu do
nasledujuceho roka, ak Nadobudatel licencie tato
sluzbu nevyuzil.

9.4 NEVYUZIVANIE SLUZIEB PODPORY SAP

ENTERPRISE SUPPORT POSKYTOVANYCH
SPOLOCNOSTOU SAP  MOZE  ZNEMOZNIT
SPOLOCNOSTI SAP IDENTIFIKACIU

POTENCIALNYCH PROBLEMOV A POMOC PRI
ODSTRANOVANI TAKYCHTO PROBLEMOV, KTORE
BY ZASE MOHLI VIEST K NEUSPOKOJIVEMU
VYKONU SOFTVERU, ZA CO SPOLOCNOST SAP
NEMOZE NIEST ZODPOVEDNOST.

9.5 Ak spolo¢nost SAP Nadobudatelovi licencie
udeli licenciu na softvér tretej strany v sulade so
Zmluvou, spoloénost SAP bude poskytovat
sluzby podpory SAP Enterprise Support pre
takyto softvér tretej strany v takej miere, v akej
prislusna tretia strana pre spolocnost SAP tito
podporu spristupni. Nadobudatel licencie moZe
byt na ziskanie sluzieb podpory SAP Enterprise
Support poziadany o inovaciu na novsSie verzie
svojich operatnych systémov a databaz. Ak
prislusny dodavatel’ ponuka rozSirenie podpory
pre svoj produkt, spoloénost SAP méze poniknut
takéto rozSirenie podpory na zéklade
samostatnej pisomnej dohody a za dodatoény
poplatok. Ak dodavatel uZ neposkytuje sluzby
podpory pozadované spoloénostou SAP,
spolo¢nost SAP méa pravo minimélne podas troch
mesiacov od konca kalendarneho Stvrtroka vydat
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party software concerned.

9.6 SAP Enterprise Support is provided according
to the current maintenance phases of SAP
software releases as stated in
http://support.sap.com/releasestrategy.

9.7 The English version shall always prevail in
case of any discrepancy and/or inconsistency
between English version and its Slovak
translation.
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ciasto¢nom
podporu

oznam o mimoriadnom alebo
ukonéeni zmluvného vztahu pre
predmetného softvéru tretej strany.
9.6 Sluzby podpory SAP Enterprise Support sa
poskytuju v sulade s aktualnymi fazami udrzby
vydani softvéru spoloCnosti SAP tak, ako je
uvedené na stranke
http://support.sap.com/releasestrategy.

9.7V pripade akéhokolvek rozporu a/alebo
nezrovnalosti medzi anglickou jazykovou verziou
a jej slovenskym prekladom ma vzdy prednost
anglicka verzia.
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