SAP STANDARD 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
Standard Support”) for all software licensed by
Licensee under the Agreement (hereinafter
collectively referred to as the “Standard Support
Solutions”), excluding software to which special
support agreements apply exclusively.

1. Definitions

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

1.2 “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.

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

2. Scope of SAP Standard Support

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

Continuous Improvement and Innovation

e New software releases of the licensed
Standard Support Solutions, as well as tools
and procedures for upgrades.

e Support packages - correction packages to
reduce the effort of implementing single
corrections. Support packages may also
contain corrections to adapt existing
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POPIS SLUZIEB PODPORY SAP STANDARD
SUPPORT (d'alej len ,,Popis"™)
V kazdom pripade, v ktorom su ustanovenia tohto

Popisu v rozpore alebo sa nezhoduju s
ustanoveniami Zmluvy vratane vsSetkych jej
dodatkov, priloh, objednavok alebo inych

dokumentov pripojenych alebo zahrnutych do
Zmluvy ako odkaz, maju prednost a platia
ustanovenia tohto Popisu.

Tento Popis upravuje poskytovanie sluzieb
podpory spolocnosti SAP, ako su definované dalej

v tomto dokumente (dalej len ,sluzba SAP
Standard Support"), pre vsetky softvéry
licencované Nadobudatelom licencie podla

Zmluvy (dalej spolo¢ne uvadzané ako ,RieSenia
Standard Support") okrem softvéru, na ktory sa
vztahuju vyluéne osobitné zmluvy o podpore.
1. Definicie
1.1 JProduktivny systém" znamena aktivny
systém SAP, ktory sa pouziva na prevadzkovanie
internych podnikovych operacii Nadobudatela
licencie a v ktorom sa zaznamenavaju Udaje
Nadobudatela licencie.
1.2 »Servisna porada® znamena sériu ¢innosti
a uloh podpory vykonavanych na dialku na
zhromazdenie dalsich informacii komunikovanim
alebo analyzou Produktivneho systému, ktorych
vysledkom je zoznam odporucani. Servisna
porada mdze byt vykondvand manudlne, ako
samoobsluzna sluzba alebo plne
automatizovanym sp6sobom.

1.3 ,Webova lokalita podpory pre zakaznikov

spolo¢nosti SAP" znamena webovl lokalitu

podpory pre zakaznikov spoloCnosti SAP na
adrese http://support.sap.com/.

2. Rozsah sluzby SAP Standard Support

Nadobldatel licencie mdZe poZadovat a

spoloénost SAP mé& povinnost poskytovat sluzby

SAP Standard Support v miere, v akej spolo¢nost

SAP takéto sluzby vo vSeobecnosti spristupnuje

na danom Uzemi. Sluzby podpory SAP Standard

Support aktualne zahffiaju nasledujice oblasti:

Nepretrzité zlepSovanie a inovovanie

e Nové vydania softvéru licencovanych RieSeni
Standard Support, ako aj nastroje a
procedury pre inovacie.

e Baliky podpory - opravné baliky na znizenie
narocnosti implementacie jednotlivych oprav.
Baliky podpory mézu obsahovat aj opravy na
prisposobenie existujucich funkcii zmenenym
zadkonnym alebo regula¢nym poziadavkam.
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functionality to changed legal and regulatory
requirements.

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 Standard
Support Solutions upgrades, is supported for
example with content, tools and information
material .

Incident Handling
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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.

Global incident handling by SAP for problems
related to Standard Support Solutions.

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

V pripade vydani zadkladnych 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) spoloénost SAP mobze poskytovat
rozSireni  funkénost  a/alebo inovaciu
prostrednictvom rozSirujucich balikov alebo
inymi sposobmi, ktoré su k dispozicii. Pocas
Standardnej udrzby pre vydanie zakladnych
aplikacii spoloCnosti SAP je aktualnou praxou
spolo¢nosti SAP poskytovat jeden rozsirujdci
balik alebo inG aktualizaciu za kalendarny
rok.

Technologické aktualizacie na podporu
operatnych systémov a databaz tretej
strany.

Dostupny zdrojovy kod ABAP pre softvérové
aplikdcie a  dodato¢ne uvolnené a
podporované funkéné moduly spolocnosti
SAP.

Riadenie zmien softvéru, ako sU zmenené
nastavenia konfiguracie alebo inovacie
Rieseni Standard Support, je podporované
napriklad pomocou obsahu, nastrojov a
informacnych materialov.

Spracovanie Incidentov

Pokyny SAP Note na Webovej lokalite podpory
pre zdkaznikov spolo¢nosti SAP dokumentuju
poruchy softvéru a obsahuju informacie, ktoré
umozniuju odstranit alebo obist chyby alebo
ktoré umoznuju takymto chybam
predchddzat. Pokyny SAP Note mdZu
obsahovat opravy kédu, ktoré nadobuldatelia
licencie mézu implementovat do svojho
systému SAP. Pokyny SAP Note dokumentuju
aj suvisiace problémy, otazky nadobudatelov
licencii a odporacané riesenia (napr.
prispOsobenie nastaveni).

SAP Note Assistant - nastroj na instalaciu
Specifickych oprav a vylepseni komponentov
spolo¢nosti SAP.

Globdlne spracovanie incidentov spolo¢nostou
SAP pre problémy sulvisiace s RieSeniami
Standard Support. Ked' Nadobudatel
licencie nahladsi nespravne fungovanie,
spolo¢nost SAP poskytne Nadobudatelovi
licencie podporu v podobe informacii, ktoré
mu umoznia takéto nespravne fungovanie
odstranit alebo obist chyby alebo ktoré
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persons involved in the incident resolution
process can access the status of the incident
at any time. 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 Licensee provides remote access
as specified in Section 3.2(iii). SAP will
commence incident handling on incidents of
very high priority (for a definition of priorities,
see SAP Note 67739) within 24 hours, 7 days
a week provided that the following conditions
are met: (i) The incident must be reported in
English and (ii) Licensee must have a suitably
skilled English-speaking employee at hand so
that Licensee and SAP can communicate if
SAP assigns the incident to an overseas SAP
support center. If either or both of these
conditions are not fulfilled, SAP may not be
able to start incident handling or to continue
incident handling until these conditions are
fulfilled.

Global 24x7 escalation procedures.

Remote Services
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SAP Standard Support currently includes a
choice of one of the following remote services
per live installation per calendar year:

o One GoingLive Check e.g. in case the
customer decides to implement new SAP
Software and use it productively;

o One GoinglLive Upgrade Check for an
upgrade to a higher release; or

o One GoingLive OS/DB Migration Check.
This OS/DB Migration Check assists the
Licensee in preparing for a migration of an

umoznia tymto chybam predist. Hlavnym
kandlom pre takdto podporu bude
infrastruktura podpory poskytnuta

spoloénostou SAP. Nadobudatel licencie méze
nahlasit incident kedykolvek. Vsetky osoby
zapojené do procesu rieSenia incidentu maju
kedykolvek pristup k stavu incidentu. Vo
vynimocCnych pripadoch moZe Nadobudatel
licencie kontaktovat spolo¢nost SAP aj
telefonicky. Kontaktné informacie su uvedené
v pokyne SAP Note 560499. Na Uucely
takéhoto  kontaktu (a v  ostatnych
stanovenych pripadoch) poZaduje spolo¢nost
SAP od Nadobldatela licencie, aby jej
poskytol vzdialeny pristup, ako je uvedené v
¢lanku  3.2(iii). Spoloénost SAP zaéne
spracovavat incidenty v pripade incidentov s
velmi vysokou prioritou (definiciu priorit
najdete v pokyne SAP Note 67739) do 24
hodin, 7 dni v tyzdni, pokial budd splnené
nasledujice podmienky: (i) incident musi byt
nahldseny v angli¢tine a (ii) Nadobudatel
licencie musi mat k dispozicii dostatoéne
vySkoleného a po anglicky hovoriaceho
zamestnanca, aby Nadobudatel' licencie a
spoloénost SAP mohli komunikovat, ak
spolo¢nost SAP priradi incident zahraniénému
centru Sluzieb podpory spolo¢nosti SAP. Ak
niektora alebo obidve z tychto podmienok nie
su splnené, spoloénost SAP nemdze zadat so
spracovanim incidentu ani pokraovat v
spracovani incidentu, kym tieto podmienky
nebudu splnené.

Procedury globalnej nepretrzitej eskalacie.

Vzdialené sluzby

Sluzba SAP Standard Support momentalne

zahffia  moznost  volby  niektorej z

nasledujucich  vzdialenych  sluzieb na

produktivnu instalaciu za kalendarny rok:

o jedna kontrola spustenia produktivnej
prevadzky (GoingLive Check), napriklad v
pripade, ze sa zadkaznik rozhodne
implementovat a produktivne pouzivat
novy Softvér SAP;

o jedna kontrola inovacie spustenia
produktivnej prevadzky (GoinglLive
Upgrade Check) pri inovacii na nové
vydanie alebo

o jedna kontrola migracie operac¢ného
systému alebo databdzy (GoinglLive

OS/DB Migration Check). Tato kontrola
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operating system or database. Migration
is the responsibility of the Licensee.

e In case of vital alerts reported by SAP
EarlyWatch® Alert, up to two (2) SAP
EarlyWatch® Checks may be performed per
calendar year for a Production System if
required.

e A service can consist of one or more Service
Sessions.

e In order to meet the requested delivery date
for a remote service, the remote service has
to be ordered at least two months in advance
of the desired remote service delivery date.
The right to remote services only exists for a
specific installation and is not transferable to
other installations.

e Further information and detail about
individual remote services can be found in
SAP’s  Customer Support Website at
http://support.sap.com/standardsupport.

SAP Solution Manager Enterprise Edition

under Standard Support

e 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 for the following purposes only under
SAP Standard Support: (i) delivery of SAP
Standard Support, including delivery and
installation, upgrade and maintenance of
Standard Support Solutions and (ii) re-active
support upon request from Licensee,
including without limitation application of
break fixes (e.g. patches, notes, etc.) and
root cause analysis for Standard Support
Solutions (iii) management of Standard
Support Solutions (including management of
the integration, if available, of SAP Standard
Support Solutions with SAP Cloud services)
using only those scenarios which are defined
on SAP’s Customer Support Website
http://support.sap.com/usagerights.

e SAP - in its sole discretion — may update from
time to time, on SAP’s Customer Support
Website under

0Ss/DB Migration Check  pomaha
Nadobudatelovi licencie pri priprave na
migraciu opera¢ného systému alebo
databazy. Za migraciu zodpoveda
Nadobudatel licencie.

e V pripade zavaznych vystrah ohlasenych
sluzbou SAP EarlyWatch® Alert sa mozu v
jednom kalendarnom roku v Produktivhom
systéme podla potreby vykonat az dve (2)
kontroly SAP EarlyWatch®.

e Sluzba mobze pozostavat z jednej alebo
viacerych Servisnych porad.

e V zaujme dodrZania pozadovaného datumu
dodadvky pre vzdialend sluzbu musi byt
vzdialend sluzba objednanad asponn dva
mesiace pred pozadovanym datumom
dodavky vzdialenej sluzby. Pravo na vzdialené
sluzby existuje len pre konkrétnu instalaciu a
nie je prenosné na iné instalacie.

o Dalsie informacie a podrobnosti o jednotlivych
vzdialenych sluzbach najdete na Webovej
lokalite podpory pre zakaznikov spoloc¢nosti
SAP na adrese
http://support.sap.com/standardsupport.

SAP Solution Manager Enterprise Edition v

ramci sluzby SAP Standard Support

e Pouzivanie systému SAP Solution Manager
Enterprise Edition (a lubovolného
naslednickeho systému SAP Solution Manager
Enterprise Edition poskytnutého podla tohto
dokumentu) musi podliehat Zmluve a je
urcené vyluCne na nasledujice UcCely na
zaklade sluzieb SAP Standard Support: (i)
dodavka sluzieb SAP Standard Support
vratane dodavky a instalacie, inovacie a
Uudrzby RieSeni Standard Support a (ii)
reaktivacia podpory na poziadanie
Nadobudatela licencie vratane aplikacie oprav
poruch (napr. oprav, pokynov atd.) a analyzy
hlavnych pri¢in pre Riesenia Standard
Support, (iii) sprava Rieseni Standard
Support (vratane managementu integracie
SAP Standard Support so SAP Cloud services,
ak je dostupnad) s pouzitim iba tych scenarov,
ktoré su sucastou pévodnej funkénej Urovne,
ako je definovand na Webovej lokalite
podpory pre zdkaznikov spoloCnosti SAP na
adrese http://support.sap.com/.

e Spoloénost SAP podla vlastného uvazenia
moze priebezne na Webovej lokalite podpory
pre zakaznikov spolocnosti SAP na adrese
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http://support.sap.com/solutionmanager, the

use cases for SAP Solution Manager
Enterprise Edition under SAP Standard
Support.

SAP Solution Manager Enterprise Edition shall
only be used for SAP Standard Support 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 Standard 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. SAP Solution Manager must explicitly
not be used for third party applications not
licensed via SAP or any other components or
IT assets operated in conjunction with SAP
software.

In the event Licensee terminates SAP
Standard Support and receives SAP
Enterprise Support in accordance with Section
6, Licensee’s use of SAP Solution Manager
Enterprise Edition shall be governed by the
terms and conditions of the SAP Enterprise
Support Schedule.

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.

http://support.sap.com/solutionmanager
aktualizovat pripady pouZitia produktu SAP
Solution Manager Enterprise Edition na
zaklade sluzby SAP Standard Support.

SAP Solution Manager Enterprise Edition sa
mdze pouzivat pre sluzby SAP Standard
Support len pocas obdobia ucinnosti tohto
Popisu v sulade s licenénymi pravami pre
Softvér a vylucne na Ucely podpory produktov
SAP Nadobudatela licencie, ktoré suvisia s
podporou internych podnikovych procesov
Nadobudatela licencie. Pravo na pouZzivanie
akychkolvek inych funkcii SAP Solution
Manager Enterprise Edition so sluzbami
podpory SAP Standard Support, nez su
funkcie uvedené vyssie, je predmetom
osobitnej pisomnej dohody so spoloénostou
SAP aj v takych pripadoch, ak takéto funkcie
sU pristupné prostrednictvom systému SAP
Solution Manager Enterprise Edition alebo sa
ho tykaju. Systém SAP Solution Manager sa
vyslovne nesmie pouzivat v pripade aplikcii
tretej strany, ktoré nie su licencované cez
spoloénost SAP, alebo inych komponentov
alebo aktiv IT prevadzkovanych spolocne so
softvérom SAP.

Ak Nadobudatel' licencie ukonéi vyuzivanie
sluzby SAP Standard Support a zacne
vyuzivat sluzbu SAP Enterprise Support v
stulade s Clankom 6, bude sa pouzivanie
systému SAP Solution Manager
Nadobudatelom licencie riadit podmienkami a
ustanoveniami Popisu sluzieb podpory SAP
Enterprise Support.

Nadobudatel' licencie ma& opravnenie na
pouzivanie databaz spolo¢nosti SAP, ktoré su
uvedené na Webovej lokalite podpory pre
zadkaznikov spolo¢nosti SAP a ktoré su
vSeobecne dostupné pre vSetkych
nadobudatelov licencie spolo¢nosti SAP spolu
s nastrojom SAP Solution Manager. Tato
runtime licencia je obmedzena na Pouzivanie
relevantnej databazy ako podkladovej
databazy nastroja SAP Solution Manager a na
obdobie tohto Popisu.

Other Components, Content and Community Dal$ie komponenty, obsah a Géast komunity

Participation

e Monitoring components and agents for e
systems to monitor available resources and

collect system status information of the

Monitorovacie komponenty a agenty pre
systémy na monitorovanie dostupnych
zdrojov a zhromazdovanie informacii o stave
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Standard Support Solutions SAP
EarlyWatch Alert).

e Administrative integration of distributed
systems through SAP Solution Manager
Enterprise Edition for the purposes of SAP
EarlyWatch Alert

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

e 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.

e Participation in SAP's customer and partner
community (via SAP’s Customer Support
Website), which provides information about
best business practices, service offerings, etc.

(e.g.,

3. Licensee’s Responsibilities
3.1 SAP Standard Support
Management

In order to receive SAP Standard Support
hereunder, Licensee shall designate a qualified
English speaking contact within its SAP Customer
Center of Expertise (“"Customer COE") (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

Licensee must further satisfy the following
requirements:

(i) Continue to pay all Standard Support 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 of
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systému Rieseni Standard Support (napr. SAP
EarlyWatch Alert).

e Administrativna integracia distribuovanych
systémov prostrednictvom systému SAP
Solution Manager Enterprise Edition pre ucely
SAP EarlyWatch Alert

e Obsah a doplnkové nastroje navrhnuté na

zvysenie efektivity, najma pre
implementacie.

e Pristup k navodom cez Webovu lokalitu
podpory pre zakaznikov spoloCnosti SAP,

ktoré moéZzu zahfiat implementaéné a
prevadzkové procesy a obsah navrhnuty na
znizovanie nakladov a rizik.

e Ulast v komunite zdkaznikov a partnerov
spoloCnosti SAP (prostrednictvom Webovej
lokality podpory pre zakaznikov spolocCnosti
SAP), ktord poskytuje informacie o
osvedcenych podnikovych postupoch,
ponukach sluzieb atd.

3. Zodpovednosti Nadobudatel’a licencie

3.1 Riadenie programu sluzby SAP Standard

Support

V zaujme ziskania sluzby SAP Standard Support

za podmienok uvedenych v tomto Popise je

Nadobldatel' licencie povinny v ramci centra

Zakaznickeho kompetencného centra

(,Zakaznicke COE") ur¢it kvalifikovani, po

anglicky hovoriacu kontaktnu osobu (,Kontaktna

osoba"“) a poskytnut spolo¢nosti SAP kontaktné

Udaje (najmé e-mailovu adresu a telefénne Cislo),

na zaklade ktorych je mozné danu Kontaktnu

osobu alebo opravneného zdastupcu takejto

Kontaktnej osoby kedykolvek kontaktovat.

Kontaktnd osoba Nadobldatela licencie musi byt

autorizovany zastupca Nadobudatela licencie

splnomocneny prijimat potrebné rozhodnutia v

mene Nadobuldatela licencie alebo takéto

rozhodnutie zabezpedit bez zbytoéného odkladu.

3.2 Ostatné poziadavky

NadobUdatel licencie musi okrem iného spifiat

nasledujlce poziadavky:

(A) Pokradovat v plateni véetkych poplatkov za

sluzbu Standard Support v stlade so Zmluvou a

tymto Popisom.

(ii) Inak plnit svoje zavézky podla Zmluvy a tohto

Popisu.

(c) 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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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 requirements specified in
Section 4.

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

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

Edition system at least for the 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.

(ix) To fully enable and activate the SAP Solution
Manager Enterprise Edition, Licensee shall adhere
to the applicable documentation.

(x) Licensee agrees to maintain adequate and
current records of all modifications and, if needed,
promptly provide such records to SAP.
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najma opravnenia na vzdialend analyzu
problémov v ramci spracovania incidentov.
Takyto vzdialeny pristup musi byt poskytnuty bez
obmedzeni tykajlcich sa narodnosti pracovnikov
spolo¢nosti SAP, ktori spracovavaju incidenty,
alebo krajiny, v ktorej sa nachadzaju.
Nadobudatel licencie uzndva, Ze neposkytnutie
pristupu mdze viest k oneskoreniam v spracovani

incidentov a poskytovani oprav alebo k
nespdsobilosti  spolo¢nosti  SAP  poskytovat
podporu efektivnym sp6sobom. Pre sluzby
podpory tiez musia byt nainStalované potrebné
softvérové  komponenty. Daldie informacie
najdete v pokyne SAP Note 91488.

(iv) Vytvorit a udrziavat Zdkaznicke COE
certifikované  spolo¢nostou  SAP  spifajtice

poziadavky v Clanku 4.

(v) Mat nainstalovany, nakonfigurovany a
produktivne pouZivat softvér SAP Solution
Manager Enterprise Edition s najnovsimi Uroviiami
oprav pre Bazu a softvér najnovsich balikov
podpory SAP Solution Manager Enterprise Edition.
(vi) Aktivovat SAP EarlyWatch Alert pre
Produktivhe systémy a preniest U(daje do
produktivneho systému SAP Solution Manager
Enterprise Edition Nadobudatela licencie.
Informacie o nastaveni tejto sluzby najdete v
pokyne SAP Note 1257308.

(vii) Zabezpelit spojenie medzi instalaciou
systému SAP Solution Manager Enterprise Edition
Nadobldatela licencie a spoloénostou SAP a
spojenie medzi RieSeniami Standard Support a
instalaciou systému SAP Solution Manager
Enterprise Edition Nadobudatela licencie.

(viii) Nadobudatel licencie je povinny udrziavat
infrastruktiru rieSeni a klic¢ové podnikové
procesy vo svojom systéme SAP Solution Manager
Enterprise Edition minimdlne pre Produktivne
systémy a systémy pripojené k Produktivnym
systémom. NadobUdatel licencie je povinny
dokumentovat vdetky projekty implementécie
alebo inovacie vo svojom systéme SAP Solution
Manager Enterprise Edition.

(ix) V zdujme Uplného spristupnenia a aktivovania
systému SAP Solution Manager Enterprise Edition
je Nadobudatel licencie povinny riadit sa podla
prislusnej dokumentacie.

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

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

4. Customer Center of Expertise

4.1 Role of the Customer COE

The Customer COE is designated by Licensee as a
central point of contact for interaction with the
SAP support organization. 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:

e Support Desk: Set-up and operation of a
support desk with a sufficient number of
support consultants for
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 reviewed in
the framework of the certification audit.

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

e Coordination of  innovation requests:
Collection and coordination of development
requests from Licensee and/or affiliates
provided such affiliates are entitled to use the
Standard 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 Standard Support Solutions
and to ensure that planned modifications are
in alignment with the SAP software and
release strategy. The Customer COE shall also
coordinate Licensee’s modification notification
and disclosure requirements.
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(xi) Odosielat vsetky incidenty prostrednictvom
aktudlnej podpornej infrastruktiry spolocnosti
SAP, ktor( spoloénost SAP priebezne spristupriuje

prostrednictvom aktualizacii, inovacii alebo
doplnkov add-on.
(xii) Bez zbyto¢ného odkladu informovat

spoloénost SAP o vSetkych zmendch v indtalécidch

Nadobudatela licencie a poskytnut vSetky ostatné

informacie tykajuce sa Rieseni Standard Support.

4. Zakaznicke kompetencné stredisko

4.1 Uloha Zakaznickeho COE

Zakaznicke COE Nadobudatela licencie

predstavuje centralne kontaktné miesto pre

interakciu s organizaciou sluzieb podpory
spolo¢nosti SAP. Spolo¢nost SAP odporuca zadat
implementaciu Zakaznickeho COE ako projekt,

ktory prebieha subezne s projektmi funkcnej a

technickej implementacie.

4.2 Zakladné funkcie Zakaznickeho COE

Zakaznicke COE musi spifiat nasledujlice zékladné

funkcie:

e Stredisko podpory Support Desk: Vytvorenie
a prevadzka strediska podpory s dostatocnym
poctom poradcov podpory pre
infrastruktirne/aplika¢né platformy a
prislusné aplikacie v ramci obvyklej miestnej
pracovnej doby (minimalne 8 hodin denne, 5
dni v tyzdni (pondelok aZ piatok)). Proces
podpory a odborné znalosti Nadobudatela
licencie sa budu sucasne kontrolovat v ramci
certifikacného auditu.

e Sprava zmlldv: Spracovanie zmliv a licencii
stvisiacich so spoloénostou SAP (licenény
audit, zuctovanie Udrzby, spracovanie
odvolavok, sprava kmenovych zaznamov
pouzivatela a instalacnych Udajov).

e Koordinacia  poziadaviek na inovacie:
zhromazdovanie a koordinacia poZiadaviek na
vyvoj od Nadobudatela licencie a/alebo jeho
ovladanych os6b za predpokladu, Ze takéto
ovladané osoby podla Zmluvy su opravnené
pouzivat RieSenia Standard Support. V tejto
pozicii by centrum Customer COE malo taktiez
fungovat ako rozhranie vodi spolo¢nosti SAP
na podnikanie krokov a rozhodnuti
potrebnych na zabranenie modifikaciam
RieSeni Standard Support, ktoré nie su
nevyhnutné, a na zabezpecenie suladu
planovanych  modifikacii so  stratégiou
spolo¢nosti SAP pre softvér a jeho vydania.
Zakaznicke COE koordinuje aj nahlasovanie
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e Information management: Distribution of
information (e.g. internal demonstrations,
information events and marketing) about
Standard Support Solutions and the Customer
COE within Licensee’s organization.

e Remote Service Planning: coordination of
remote service delivery with SAP.

4.3 Customer COE Certification

If Licensee does not already have a certified
Customer COE upon the Effective Date, Licensee
must establish a certified Customer COE upon the
later to occur of the following: (i) within twelve
(12) months after the Effective Date, or (ii) within
six (6) months after Licensee has started using at
least one of the Standard 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 certification and
re-certification process and conditions, as well as
information on the available certification levels is
available in SAP’s Customer Support Website at
http://support.sap.com/ccoe.

5. Fees for SAP Standard Support

SAP Standard 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 Standard Support may be terminated by
either party with three (3) 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 the above will be effective at the
end of the then-current SAP Standard Support
period during which the termination notice is
received by the respective party.
Notwithstanding the forgoing, SAP may terminate
SAP Standard Support after one (1) month’s
written notice of Licensee’s failure to pay
Standard Support Fees.
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modifikacii a poziadavky na zverejfiovanie zo
strany Nadobudatela licencie.

e Sprava informacii: zabezpecenie
informovanosti (napr. interné prezentacie,
informacné a marketingové akcie) o
RieSeniach Standard Support a Zakaznickom
COE v ramci organizacie Nadobuldatela
licencie.

e Planovanie vzdialenych sluzieb: koordinacia
dodavky vzdialenych sluzieb so spoloénostou
SAP.

4.3 Certifikacia Zakaznickeho COE

Ak Nadobudatel licencie k datumu Gcinnosti stale

nema certifikované Zakaznicke COE, je povinny

zriadit a certifikovat Zakaznicke COE do

nasledujuceho terminu, ktory nastane neskér: (i)

do dvanastich (12) mesiacov od Datumu

nadobudnutia ucinnosti alebo (ii) do Siestich (6)

mesiacov potom, ako Nadobudatel licencie za¢ne

pouzivat minimalne jedno Riedenie Standard

Support v produktivnej prevadzke pre bezné

podnikové operacie. Zakaznicke COE je v zaujme

ziskania aktualnej primarnej certifikacie alebo
opatovnej certifikacie od spolo¢nosti SAP povinné

prejst procesom auditu. Podrobné informécie o

procese a podmienkach primarneho osvedcenia a

obnovy osvedcenia, ako aj informacie o
dosiahnutelnych Urovniach osvedcenia su k
dispozicii na webovej stranke podpory pre
zékaznikov  spolo¢nosti SAP na  adrese

http://support.sap.com/ccoe.

5. Poplatky za sluzbu SAP Standard Support
Poplatky za sluzbu SAP Standard Support budu
uhrddzané Stvrtroéne vopred a budu
Specifikované v prilohach alebo objednavkach
tejto Zmluvy.

6. Ukoncenie

6.1 Podpora SAP Standard Support mdZe byt
ukonc¢ena oboma stranami pisomnou vypovedou
s lehotou troch (3) mesiacov (i) pred ukonéenim
Pociatocného obdobia a (ii) potom pred zacatim
nasledujuceho obdobia obnovenia. Kazda
vypoved, za predpokladu, ze bola vykonana v
sulade s hore uvedenym  ustanovenim,
nadobudne G¢innost na konci aktudlneho obdobia
sluzby SAP Standard Support, v priebehu ktorého
bola vypoved dorucena druhej zmluvnej strane.
Bez ohladu na vy$sie uvedené spoloénost SAP
mbze vypovedat sluzbu SAP Standard Support po
jednom (1) mesiaci od pisomného oznamenia v
pripade, Ze Nadobudatel licencie riadne neuhradil
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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 Enterprise Support with
three (3) months’ notice to SAP either (i) with
respect to all orders for support that are solely on
a calendar year renewal basis, prior to the
beginning of any calendar month; or (ii) with
respect to all orders for support that are not solely
on a calendar year renewal basis, prior to any
monthly anniversary of the renewal date of such
order. Such selection shall be stated by Licensee
in the notice letter, and shall terminate SAP
Standard Support effective with the
commencement of SAP Enterprise Support. Any
such selection shall apply to all Standard Support
Solutions, and shall be on SAP’s then-current
terms and conditions for SAP Enterprise 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 Standard 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 Standard Support or
partial selection of SAP Standard 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 provided by Licensee and (ii)
Licensee’s usage of the Solution Manager
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poplatky za poskytovanie sluzby SAP Standard
Support.

6.2 Bez ohladu na prava Nadobudatela licencie v
Cldnku 6.1 a za predpokladu, e NadobUdatel
licencie nemda vodi spolocCnosti SAP Ziadne
nesplnené zavéazky podla Zmluvy, je Nadobudatel
licencie opravneny zvolit si sluzbu SAP Enterprise
Support s dodrzanim trojmesacnej (3) lehoty od
oznamenia tejto skutoc¢nosti spolocnosti SAP, a to
(i) v pripade vsetkych objednavok podpory, ktoré
sa obnovuju vyhradne na kalendarny rok, pred
zacatim lubovolného kalendarneho mesiaca alebo
(ii) v pripade vSetkych objednavok podpory, ktoré
sa neobnovuju vyhradne na kalendarny rok, pred
mesacnym vyro¢im datumu obnovenia takejto
objednavky. Takyto vyber je Nadobudatel
licencie povinny ozndmit pisomnou formou, na
zaklade coho dojde k ukonceniu poskytovania
sluzieb podpory SAP Standard Support s
Géinnostou odo dria zadatia poskytovania sluzieb
podpory SAP Enterprise Support. Kazdy takyto
vyber sa vztahuje na vSetky Rie$enia Standard
Support a musi podliehat aktudlnym podmienkam
spoloCnosti SAP pre poskytovanie sluzby SAP
Enterprise Support vratane stanovenia poplatkov.
Spolo¢nost SAP a Nadobudatel licencie st 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 Standard Support alebo
prechod na iny typ sluzieb podpory spolo¢nosti
SAP Nadobudatelom licencie v sllade s
ustanoveniami pre vyber sluzieb podpory v
Zmluve sa bez vynimiek uplatni na vSetky licencie
v Zmluve, jej dodatkoch, prilohdach a
objednavkach a akékolvek ciastocné ukoncenie
sluzieb podpory SAP Standard Support alebo
Ciasto¢ny vyber sluzieb podpory SAP Standard
Support zo strany Nadobuldatela licencie nie je
povoleny pre ziadnu dast Zmluvy, jej dodatky,
prilohy a objednavky alebo tento Popis.

7. Overovanie

V zaujme kontroly dodrziavania podmienok tohto
Popisu je spoloénost SAP opravnend pravidelne
monitorovat (aspofi raz za rok a v sulade so
Standardnymi postupmi spolocnosti SAP) (i)
spravnost informacii poskytnutych
Nadobudatelom licencie a (ii) pouzivanie systému
Solution Manager Enterprise Edition
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Enterprise Edition in accordance with the rights
and restrictions set out in this Schedule.

8. Reinstatement

In the event Licensee elects not to commence SAP
Standard Support upon the first day of the month
following initial delivery of the Standard Support
Solutions, or SAP Standard Support is otherwise
terminated pursuant to Section 6.1 above without
exercising rights under Section 6.2 or declined by
Licensee for some period of time, and is
subsequently requested or reinstated, SAP will
invoice Licensee the accrued SAP Standard
Support Fees associated with such time period
plus a reinstatement fee.

9. Other Terms and Conditions

9.1 The scope of SAP Standard 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 Standard
Support Solutions.

9.3 In the event that Licensee is entitled to
receive one or more remote services per calendar
year, (i) Licensee shall not be entitled to receive
such remote 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 remote service to the next
year if Licensee has not utilized such remote
service.

9.4 FAILURE TO UTILIZE SAP STANDARD
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.

9.5 In the event SAP licenses third party software
to Licensee under the Agreement, SAP shall
provide SAP Standard 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 Standard Support. If the
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Nadobudatelom licencie v sulade s pravami a
obmedzeniami stanovenymi v tomto Popise.

8. Obnovenie

Ak sa Nadobudatel licencie rozhodne, Zze mu
nebude sluzba SAP Standard Support
poskytovana od prvého dnia mesiaca po dodavke
Rieseni Standard Support alebo ak sa sluzba SAP
Standard Support inak ukonéi podla Clénku 6.1
vyssie bez uplatnenia prav podla Clanku 6.2 alebo
sa prerusi zo strany NadobuUdatela licencie na
urcité casové obdobie a nasledne sa vyziada alebo
obnovi, spolo¢nost SAP vyfakturuje
Nadobudatelovi licencie nahromadeny poplatok za
sluzbu SAP Standard Support za takéto Casové
obdobie, pocas ktorého nebola podpora
fakturovana, zvyseny o poplatok za obnovenie.
9. Dal$ie podmienky a ustanovenia

9.1 Spoloénost SAP mdzZe kedykolvek zmenit
rozsah ponukanych sluzieb podpory SAP Standard
Support na zaklade pisomného oznamenia
doruceného tri (3) mesiace vopred.

9.2 Nadobudatel' licencie tymto potvrdzuje, ze
ziskal vsSetky potrebné licencie na RieSenia
Standard Support.

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

9.4 NEVYUZIVANIE SLUZIEB PODPORY SAP

STANDARD 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 Nadobldatelovi licencie
udeli licenciu na softvér tretej strany v sulade so
Zmluvou, spoloénost SAP bude poskytovat sluzby
podpory SAP Standard Support pre takyto softvér
tretej strany v takej miere, v akej prislusna tretia
strana pre spolo¢nost SAP tuto podporu
spristupni. Nadobldatel licencie méZe byt na
ziskanie sluzieb podpory SAP Standard Support
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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 of the contractual relationship for
support for the third party software concerned.

9.6 SAP Standard 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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poziadany o inovaciu na novsie verzie svojich
operacnych systémov a databaz. Ak prislusny
dodavatel’ ponuka rozsirenie podpory pre svoj
produkt, spolo¢nost SAP méze ponuknut takéto
rozSirenie podpory na zdaklade samostatnej
pisomnej dohody a za dodatocny poplatok. Ak
dodavatel' uz neposkytuje sluzby podpory
pozadované spoloénostou SAP, spoloénost SAP
ma pravo minimalne pocas troch mesiacov od
konca kalendarneho Stvrtroka vydat oznam o
mimoriadnom  alebo  ciastocnom  ukonceni
zmluvného vztahu pre podporu predmetného
Softvéru tretej strany.

9.6 Sluzby SAP Standard Support sa poskytuju v
stlade s aktudlnymi fazami udrzby vydani
softvéru spoloc¢nosti SAP tak, ako je uvedené na
stranke http://support.sap.com/releasestrategy.
9.7 V pripade akéhokolvek rozporu a/alebo
nezrovnalosti medzi anglickou jazykovou verziou
a jej slovenskym prekladom ma vzdy prednost
anglicka verzia.
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