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I. Théng tin chung

Thoi gian hiéu lyc bat dau tir: Ngay 05 Thang 04 nam 2021.

Cam két chat lvgng dich vu ( Service Level Agreement — SLA ) la ban cam két gitra Techcity Cloud va
khdch hang cla Techcity Cloud. SLA quy dinh tradch nhiém va chinh sach hoan tién cta chung toi
trong trudng hop ching téi khéng dap rng dwoc nhitng cam két nay. Chdng toi lubn mong mudn
cac khach hang cé thé cdm thay thuc su an tam va quyét dinh dé dang trong viéc st dung cac dich
vu clia chuiing toi.

Céc diéu khoan cam két clia SLA:

1. Cam két vé tinh sdn sang ctia hé théng.

2. Bdo tri hé théng dinh ky.

3. Cac trwong hop loai trur.

1. Cam két vé tinh san sang ctia hé thong

Techcity Cloud cam két dung hét nd lyc cia minh dam bao thoi gian uptime hang thang cla hé
thong ludn san sang tai thiéu & mirc 99,99% trong sudt mot chu ky thanh todn theo cam két dich
vu. Trong tredng hop Techcity Cloud khong dap ing dwgc cam két trén, khach hang cé day du diéu
kién dé nhan lai phi dich vu theo cam két dudi day.

Cac dinh nghia:

— “Thoi gian uptime hang thang” duwoc tinh bang cach 1y 100% s6 phut trong thang trir di phan
trdm s6 phut thoi gian hé thdng & “trang thai khéng san sang”.

Thoi gian uptime hang thang khéng bao gébm thoi gian bao tri va cac trudng hop loai trir dwgc quy
dinh & Piéu 2 va Diéu 3 trong “Cam két chat lwgng”. Chi nhirng van dé phat sinh tir phia ching toi
nhu: hu hdng thiét bj phan cirng, thiét bj mang, 6 cirng va ngudn dién méi duoc coi la 16i tir ching
tdi. Cac van dé khac lién quan dén viéc quan ly mdy chi 3o cling nhu cdc phan mém chay bén trong
mady chi 3o dwoc xem 13 16i clia khach hang va khong dwoc xem xét dén trong cam két.

- “Trang thai khong san sang” |a trang théi server cla khach hang khong thé két ndi ra bén ngoai.

Cam két dén bu phi dich vu:
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Theoi gian trang thai .
Thoi gian uptime hang thang . Mtrc phi dich vu dén bu
khong san sang

99% <= thoi gian uptime < 99,99% 5 phut - 432 phut 10%

Thoi gian uptime < 99% >432 phut 20%

- Techcity Cloud chi dp dung murc phi dén bu dich vu d6i va&i cdc khoan thanh toan tir khach hang.
- Phi dén bu dich vu s& duoc cdng vao s6 du tai khoan (balance) dé str dung cho cac ky thanh toan
tiép theo.
- Phi dén bu dich vu khéng dwoc hoan tra lai bang tién mat.
- Phi dén bu dich vu khdng dwoc chuyén nhuong hodc ap dung cho tai khoan khac.
Yéu ciu béi thudng va tha tuc giai quyét:
Dé yéu cau boi thuwdng trong céc trwong hop Techcity Cloud khéng dat duwgc cam két, khach hang
vui long email dén dia chi billing@techcity.cloud Néu yéu ciu béi thuwdng 1a hop 1€, khodn tién dén
bu cho quy khach sé& duoc cong vao tai khoan balance dé sir dung cho cac Ian thanh todn sau.
Yéu ciu béi thudng hop 1é sé bao gom cac théng tin sau:
1) Tiéu dé mail ghi rd “Yéu cau boéi thudng theo cam két SLA”
2) Ngay va gi®r cu thé cac thoi diém trang thai khong sdn sang.
3) Taikhodn va IP cta cac Server bj anh hudng.
4) Logs ghi 16i hodc hinh dnh chup lai man hinh thoi diém xay ra 16i (Lwu y: cac théng tin bdo mat nhay

cam can dugc xda mo hodc thay bang cac dau hoa thi).

Céc yéu cau boi thudang khéng cung cap dwoc cac thong tin trén s& khdng duoc chdp nhan hop |é.

I11. Bdo tri h¢ thong dinh ky

B3o tri hé théng |a cong viéc bat budc thuwe hién d& ddm bao tinh lién tuc cla dich vu duwoc cung cap
dén Khach hang. Viéc bao tri cé thé dugc 1én ké hoach thwc hién vao bat ky ngay nao trong tuan
(bao gdbm ca ngay cudi tuan) va coé thé vao bat ky thoi diém nao trong ngay. Tuy nhién, Techcity
Cloud s& nd luc hét strc dé tién hanh viéc bao tri & cac thoi diém it anh hudng dén viéc sit dung dich

vu cla Khach hang nhat. Viéc bao tri hé théng sé duoc Techcity Cloud tién hanh theo cach nhu sau:
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- Nhitng bao tri khéng dnh hudng tdi hoat déng server cta khach hang s& duwoc ti€n hanh bat c
ngay nao ma khéng can thong bdo trudec.

- Nhirng bao tri anh hudng téi hoat dong server clia khach hang s& duwoc thdong bao trudec:

- 48 gid so v&i thoi diém bat dau bao tri bang hinh thirc email hodc thong bdo trén website
https://techcity.cloud véi nhitng bao tri dinh ky.

- [t nhat 15 phat trede thoi diém bat dau bao tri bang hinh thirc email hodc dién thoai véi nhitng
bao tri khan cap.

Téng thoi gian bdo tri anh hwdng tdi hoat dong server cla khach hang trong 1 thang khong qud 2

gio.

IV. Cac trwong hop loai trir

Techcity Cloud s& khéng chiu trach nhiém dén bl trong céc trwdng hop sau:

- Cac truwong hop bi tam dirng hodc cham dirt s&r dung duwgc quy dinh trong muc 5 cda diéu khodn
st dung.

- Cac trvong hop gay ra bai cac yéu t6 ngoai tam kiém sodt cla ching téi nhu chién tranh, hda hoan,
1T lut, khding b6, cdm van, yéu ciu cla co quan quan ly nha nuwdc, céc tdn cdng DNS hodc cac sy cd
mang qudc gia.

- Cac trudng hop ma nguyén nhan phat sinh lién quan dén viéc quan ly, vdn hanh server va cic phan
mém, irng dung chay trén server do khach hang thuc hién hodc bén th& ba tham gia thuc hién.

- Cac truong hop ma nguyén nhan phat sinh lién quan dén thiét bj hay phan mém, céng nghé khac

cla khach hang hodc thiét bi hay phan mém, cdng nghé khac cha bén thi ba.

Ha Noi, ngay 05/04/2021
GIAM POC CONG TY
(dd ky)
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