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DE-CIX MASTER SERVICE LEVEL

OCHOBHA YIrofA nprPo PIBHI noCnyr

AGREEMENT DE-CIX

1. Overview 1. Ornsapg

1.1 This Master Service Level Agreement | 1.1 OcHoBHa yroga npo piBeHb MOCnyr €
(Master SLA) is part of the DE-CIX yacTuHow  goroBipHoi  6asm  DE-
contractual framework. It defines a CIX.BoHa BM3Hauyae OCHOBY ANns BCiX
framework for all Special Service Level CneujianbHux yrog Nnpo piBeHb MNOCAYT.
Agreement (Special SLA) documents.

1.2 This Master SLA is applicable to all | 1.2 Lsa OcHoBHa yroga npo piBeHb nocnyr
DE-CIX Services to the DE-CIX 3actocoByeTbcs go Bcix [locnyr DE-
infrastructure by the customer. This CIX i po ponycky krieHTa [go
Master SLA defines the service levels, iHppacTpyktypn DE-CIX.LUs OcHoBHa
the quality of the services, the service yroga npo piBeHb MOCnyr BU3Ha4yae
credits for non-delivery, unavailability piBHI nocnyr, AKiCTb NOCNyr, Kpeautu
or underperformance and the no nocnyrax npu HeHaZaHHi,
processes and procedures to be HegoCTyNHOCTIi abo HegocTaTHOCTI, a
followed, and provides a mutual TakoX npouecn i npoueaypu, SAKUX
understanding of the service level HeobXxigHo OOTpuUMyBaTuCH, i
expectation. 3abesneyye B3aEMOPO3YMiHHS LWOAO

OYiKyBaHOro piBHS 0GCNYyroByBaHHS.

1.3 The technical specifications of the | 1.3 TexHiuHi  xapakTepuctukum  OocTyny
access are detailed in the “DE-CIX AOKnagHoO  onucaHi B AOKYMEHTI
Technical Access Description” «TexHiyHnn onuc poctyny DE-CIX»,
document, which is hereby included by AKMA BKMoYeHUr [o uiei Yrogm 3a
reference. Access to the DE-CIX gonomorod  nocunaHHa. Joctyn  go
infrastructure is realized by a physical iHppacTpyktypu DE-CIX peanisyeTtbcs
port. yepe3s i3nYHUIN NopT.

2.  Scope of application of service 2. Cdepa 3acTocyBaHHA piBHA nocnyr
levels

2.1 The service levels set forth in this | 2.1 PiBHi nocnyr, 3a3HadeHi B Uit OCHOBHiIW
Master SLA or the Special SLA shall yrogi npo piBeHb nocnyr abo
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begin upon first use of the DE-CIX
service after the “Ready for Service”
announcement.

CneuianbHin yrogi npo piBeHb NOCNYT,
NOYMHAaKTLCS 3 nepLuoro
kopucTtyBaHHs nocnyroto DE-CIX nicns
OronoLLEeHHS «[OTOBHICTb no
NPUAHATTS NOCNYIn».

2.2 Unless otherwise stated in particular | 2.2 Akwo B okpemnx CneuianbHux yrogax
Special SLAs, DE-CIX services are Npo piBeHb NOCNYr He BKa3aHO iHLlE,
designed to handle a traffic load of up nocnyrm DE-CIX npusHadeHi ans
to 90% of their agreed capacity NOCTIMHOrO HaBaHTaXXeHHs1 3 Tpadoikom
perpetually, whereas the remaining 00 90% X y3romkeHoi NoTY>XHOCTI, Toai
10% capacity is reserved for temporary aKk pewTta 10% pesepByeTbca AN
traffic load peaks. TUMYacoBMX  MiKiB HaBaHTaXXeHHS

Tpadiky.

2.3 The service levels for any affected DE- | 2.3 Takum 4mHOM, piBHi nocnyr ansa Oyab-
CIX service shall therefore be sakoi  BignosigHoi nocnyrm DE-CIX
suspended for any period of time, in NOBMHHI OyTW NPU3YyNUHEHi Ha Oyab-
which the traffic load on the physical KM nepiog vacy, Konn HaBaHTaXeHHS
access or the respective DE-CIX Tpadiky npu disnyHomy pgoctyni abo
service exceeds 90% of the BiQMOBIgHIN nocnyasi DE-CIX
contractually-agreed capacity. nepesuwye 90%  ysromkeHoro 3a

A0roBopom o6'emy.
2.4 Furthermore, if the traffic load on the | 24 Kpim Toro, skwo Tpadik anga

respective DE-CIX service exceeds
90% of the agreed capacity for more
than 5% of time (36 hours) during a
calendar month, DE-CIX shall be
entitled to charge an overload fee to
the customer’s account for the affected
DE-CIX Services for that month. The
overload fee is equal to the monthly
recurring charge (MRC) of the
overloaded service and proportionate
to the access fee for the assigned

BignosigHoO1 nocnyrm DE-CIX
nepesuwye 90% ysromkeHoro ob'emy
Ginbw HixX Ha 5% wuvacy (36 roguH)
npoTarom kanengapHoro micsaus, DE-
CIX mae npaBo cTarHytM nnaty 3a
nepeBaHTaXeHHs no umx nocnyrax DE-
CIX 3a Takmm wmicaub.lNnata 3a
nepeBaHTaXXeHHSA OOpiBHIOE
WwomicayHin nepioguydin nnati (LWMMT)
nepeBaHTaXXeHoro cepsicy i

nponopuinHa KoMmicii 3a goctyn ans

1 June 2016, version 2.0

www.de-cix.net

Page 2|11/
C.2|11



"In case of contradictions between English and Russian/ Ukrainian the "
English version shall prevail"

D€ CIX

Where
networks
meet

bandwidth of the service. In case of a
line aggregation group (LAG) Bundle,
the overload fee is equal to the price of
one additional LAG member service
price.

NMPU3HA4YeHOI  CMYrM  MPOMNYCKaHHS
nocnyru.[ns MakeTta rpynu
arperyBaHHa niHin (LAG) nnata 3a
nepeBaHTaXXeHHA [OPIBHIOE BapTOCTI
nocnyrm OgHOro A0AaTKOBOro 4reHa
LAG.

2.5 The service levels shall not apply in | 2.5 PiBHi nocnyr He 3acTOCOBYKOTbCA B
such circumstances, for which DE-CIX Takux obcTtaBmHax, 3a saki DE-CIX He
cannot be held responsible under MOXe HecTun BignoBiganbHOCTI
applicable law (e.g. force majeure BiNOBIAHO 4O YMHHOIO 3aKOHOOAaBCTBA
events, intentional disruptions of (Hanpuknag, G opC-MaxopHi
service by a third party). 00CTaBvMHW, HaBMWUCHUN 3puMB pPOBOTK

cepBicy TpeTbol 0coboto).

3. Monitoring and problem reporting 3. MOHiITOpUHr | NOBiAOMIIEHHS NPO

npobnemu

3.1 The customer should report any |3.1 Kopuctysay NOBUHEH TEepMiHOBO
incident with DE-CIX service by noBigoMNATN Npo Oyab-sIKUN iIHUMOEHT
contacting the support service without 3 nocnyroto DE-CIX Bigpasy nicng
undue delay of gaining knowledge of OTpPUMaHHs iHdopMaUii NPo IHUWOEHT,
the incident. 3BEPHYBLUNCH Y CNYXOY NiaTpUMKN.

3.2 Service levels shall not be affected by | 3.2 PiBeHb nocnyr He 3anexuTb Big TOro,
whether the customer did or did not NnoBiAOMMB KOPUCTYBay NpPO iHUWAEHT
report an incident, unless specific YW Hi, SKWLO TifbKW NEBHi piBHI nocnyr
service levels expressly depend on the SIBHO He 3anexaTb Bif NOBiJOMMEHHS
reporting of an incident. npo iHUWAEHT.

3.3 DE-CIX employs an automated system | 3.3 VY DE-CIX BUKOPUCTOBYETLCS

to monitor certain aspects of the
service quality of DE-CIX services.
However, DE-CIX’s monitoring system
is not designed to detect all incidents
that may potentially arise and thus, the
existence of such monitoring system

aBTOMAaTM30BaHa CUCTEMA MOHITOPUHTY
neBHUX acnektiB sakocti nocnyr DE-
CIX.OpgHak, cuctema MoHitopuHry DE-
CIX He npusHayeHa AN BUSABMEHHS
BCiX  iHUMOEHTIB, HAKi  MOTEHUiNHO
MOXYTb BUHUKHYTW, i, OTXKE, HasIBHICTb
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shall not mitigate the customer's
obligation to report incidents to DE-CIX
support service.

Takol  CUCTEMW  MOHITOPUHIY  He
obmexye 3000B'A3aHHSA KOpuCTyBaya
Npo NOBIOOMIIEHHA MPO HUMAEHTN B
cnyx6y niatpumkun DE-CIX.

3.4 If and insofar as DE-CIX employs an | 3.4 HAkwo n  ockinekw B  DE-CIX
automated system to monitor service BUKOPUCTOBYETLCS ~ aBTOMaTM30BaHa
quality, measurements created by such cucTteMa MOHITOPUHIY SIKOCTI MOCRYT,
DE-CIX monitoring system shall be MOKa3HUKMU, o BCTaHOBIIOKOTHCS
solely authoritative for the Takot cuctemoto MoHiTopuHry DE-CIX,
determination of a monitored service MOBUHHI MaTW BWHATKOBY CWUNy npu
level, regardless of whether the BU3HAYEHHI PiBHA MOCNyr, WoA0 SKOi
customer employs additional NPOBOANTBCA MOHITOPUHT, He3anexHo
monitoring systems. BiJ TOro, YN BUKOPUCTOBYE KOPUCTyBau

000aTKOBi CUCTEMM MOHITOPUHTY.

4, Dissemination of customer usage 4, Po3noBcrogxXeHHA gaHnx
monitoring data KopucTyBaya npo MOHITOPUHI

iHTEHCMBHOCTi BUKOPUCTaHHA

4.1 Pursuant to the “DE-CIX Global Terms | 4.1  3rigHo i3 3aranbHuMuM ymoBaMun N
and Conditions”, DE-CIX may elect to nonoxeHHamun komnadii DE-CIX, DE-
make available customer usage CIX wmoxe BubGpatu, 4HKi  OaHi
monitoring data in accordance with this KopucTyBaya npo MOHITOPUHT
section 4. iHTEHCMBHOCTI BMKOPUCTaHHA 3pobutn

OOCTYMHMMK Y BiONOBIAHOCTI 4O LbOro
posginy 4.
4.2 Disseminated information: 4.2 IHgopmaLif, Wo NOLNPHETLCS:

4.2.1 customer’'s company name,

4.2.1 Ha3BaHMe KoMNaHuu nosib3oBaTens,

4 .2.2 access identification and location,

4.2.2 Ha3Ba KOMMaHii kKopucTyBaya,

4.2.3 whether or not the traffic load on the

access exceeded 90% of its agreed
capacity at the time of the previous
measurement, and

4.2.3 un nepesuLieHe HaBaHTaXXEHHS
Tpadiky no goctyny 90% y3romxkeHoi
NPOMYCKHOI MOXIMBOCTI Ha MOMEHT
nonepeaHboro BUMIPHOBaHHS UK Hi, i

4.2.4 the time of the previous measurement.

4.2.4 yac nonepeHbLOro BUMIpIOBaHHS.
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4.3 This information may be made |4.3 Us iHdopmauia moxe 6yt goctynHa B
electronically accessible (e.g. via a enNeKTPoOHHOMY BUrMNA4l  (Hanpuknag,
web-interface) to all DE-CIX yepes Beb-iHTepdelic) BCiM
customers. kopuctyBadam DE-CIX.

4.4 Dissemination of this information shall | 4.4 PoanoBciogkeHHs  uiei  iHdopmauil
help DE-CIX customers to recognize ponomoxe  kopuctyBadam  DE-CIX
possible transmission bottlenecks, take BU3HAYUTU MOXIMBI OOMEXEHHS B
measures to prevent transmission nepegavi gaHux, BXUTU 3axodiB WOAO
delays, and thereby optimize overall 3anobiraHHsa 3aTpuMKu  nepefadi 1,
efficiency and performance of the DE- TakMM YMHOM, OMTUMI3yBaTK 3aranbHy
CIX platform. eOEKTUBHICTb [ NPOAYKTUBHICTb

nnatdopmm DE-CIX.

45 The customer may object to the | 4.5 KopuctyBay mMoxe B Oyab-skuii 4ac
dissemination of this information by €MNEeKTPOHHOI  MOLUTOK  3anepeynTin

email at any time.

NPOTW NOLUMPEHHS Li€T iHdopMaLlii.

5. Standard service level: availability

5. CraHpapTHuM piBeHb
NoCnyr:AO0CTYMNHICTb

5.1 Any service level that is based on the
availability of a DE-CIX service for a
specific percentage of time shall be

calculated as follows:

5.1 byab-9kMn  piBeHb  MOCAYr,  SKUK

0asyeTbcsa Ha JocTynHocTi cepicy DE-
CIX npoTtsirom neBHOro BigCcOTKa 4acy,
pO3paxoBYyETbCA HACTYMHUM YNHOM:

5.1.1 Availability is calculated using the

following formula:

5.1.1 JocTynHiCTb po3paxoBYyeTbCA 3a Takok
dopmynoto:

_A—H—C

100
A-B

A = (number of hours in a month)

m
B= Z Bi (sum of all outages due to announced maintance)
i=1

m
C= Z Cj (sum of all outages)
i=1

P = (availability percentage)

5.1.2 Unless otherwise stated, availability is
calculated for each calendar month,

5.1.2 AKWo He BKaszaHO iHLWeE, OOCTYMHICTb

anda KO>XHOIo

PO3pPaxoBYETLCA
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whereas each month shall equal 720

KaneHaapHOro Micaus, Todi AK KOXeH

hours. MicsiLb NpUpiBHIOETLCS A0 720 rogunH.
5.2 Unless otherwise stated in this Master | 5.2 Akwo iHWe He 3a3HadyeHOo B Ui Yrogdi
SLA or any Special SLA, the standard npo piBeHb nocnyr abo B OyAab-AKin
service level for availability of a DE-CIX CneuianbHin yrogi npo piBeHb NOCNYT,
service is 99.99% per month (i.e. CTaHZapTHUA  piBeHb  OOCTYMHOCTI
maximum unavailability of 4 minutes nocnyrn DE-CIX ctaHoButh 99,99% B
and 19 seconds per month). Micaub (TO6TO MakcumanbHUK nepiog,
Konu  cepBiC  HegoCcTynHun — 4
XBUIMMHK i 19 cekyHA B Micaub).
6. Service definition and service level: | 6. BusHa4yeHHs nocnyru i piBeHb
access nocnyr:gocTyn
6.1 The connection point to the DE-CIX | 6.1 Touka MigKItOYeHHs ao
infrastructure is called “access.” The iHppacTpyktypn DE-CIX HasuBaeTbcs
access is a prerequisite for any «goctyny».loctyn €  06GOB'I3KOBOIO
services based thereon. The access is YMOBOW Ans Oyab-skux nocnyr, siki Ha
contractually available when the HbOMy 6asytoTbesa. [JocTyn HagaeTbes
Ethernet protocol of the access is 3rigHO 3 [JOroBOPOM, KOSfIM MPOTOKOS
provided by DE-CIX (measured on the Ethernet poctyny Hapaetbca DE-CIX
DE-CIX infrastructure). (BumiptoeTbcsa B iHdpacTpykTypi DE-
CIX).
6.2 The standard service level (99.99%) | 6.2 [Onga aoctyny BUKOPUCTOBYETbLCH
applies to the access. CTaHgapTHWM piBeHb nocnyr (99,99%).
7. Service definition and service level: | 7. Bu3HaueHHsA nocnyr i piBHi
DE-CIX customer support service nocnyr:Cnyx06a nigTPUMKN KNieHTIB
DE-CIX
7.1 DE-CIX customer support service | 7.1 Cnyxba nigtpumkn knientie DE-CIX

provides the opportunity for the
customer to contact DE-CIX in case of
any technical incidents involving one or
more DE-CIX services.

Hagae  KopucTyBadeBi  MOXNUBICTb
3B'azaTuca 3 DE-CIX y pasi Oyab-sikux
TEXHIYHUX (HUMOEHTIB, MOB'A3aHMX 3
ofHieto abo kinbkoma nocnyramu DE-
CIX.
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7.2 DE-CIX customer support service may | 7.2 3i cnyx6oto nigTpumkn knieHtis DE-
be contacted by the customer by phone CIX kopuctyBay Moxe 3B'A3atucs no
using the contact data published at TenedoHy, BUKOPUCTOBYKOUN KOHTaKTHY
https://www.de-cix.net/en/about-de- iHpopmauito, sika onybnikoBaHa Ha
cix/contact at any time (24/7/365). canTi https://www.de-cix.net/en/about-

de-cix/contact y 6ygb-AkMi  4ac
(24/7/365).

7.3 DE-CIX customer support service shall | 7.3 Cnyx6a nigrpumkn knientis DE-CIX
issue an initial reaction to the customer NnoBMHHA MoOKa3aTU MNepBICHY peakLito
(at least including a reference number Ha 3BEpPHEHHSA KopucTyBa4a
for the incident, acknowledgement that (LoHarmeHLwe, BKJ1HOYAI0YM
the incident description was received, JOBIOKOBUN HOMep iHUMOEHTY,
and an initial categorization and NiATBEPIKEHHA  TOro, WO  OMNUC
prioritization of the incident): iHUMOEHTY 6yno OTpUMaHo, [

noyaTkoBe MPUCBOEHHA KaTeropii Ta
npiopuTeTy IHUMAEHTY):

(a) within one (1) hour, if the incident (@) npotdarom 1 (ogHiei) roanHn, AKLWLO
was reported by the customer by KopucTyBay nosigomMmBe npo
phone during DE-CIX business iHUMOEHT No TenedoHy NpoTAromM
hours (published at po6oyoro yacy DE-CIX
https://www.de-cix.net/en/about- (ony6nikoBaHo Ha cawTi
de-cix/contact), https://www.de-cix.net/en/about-

de-cix/contact),

(b) within two (2) hours, if the incident (b) npotdrom 2 (4BOX) rogvHK, SAKLLO
was reported by the customer by KopucTyBay nosigomMmBe npo
phone outside DE-CIX business iHUMOEeHT no  TenedoHy  He
hours (published at npotdrom potodoro yacy DE-CIX
https://www.de-cix.net/en/about- (ony6nikoBaHo Ha cawTi
de-cix/contact). https://www.de-cix.net/en/about-

de-cix/contact),

7.4 DE-CIX customer support service shall | 7.4 Cnyx6a nigrpumkn knientis DE-CIX

act as a single point of contact to the
customer and initiate and coordinate

Aie Sk eaMHa Tovka KOHTaKTy 3

KIIEHTOM, a TaKOX iHiLitoe i KoopanHyE
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the efforts to solve the reported

3ycunns 3 BUPILLEHHS

incident. 3apeecTPOBaHOro iHLUMAEHTY.

7.5 DE-CIX customer support service shall | 7.5 Cnyx6a nigrpumkn «knientis DE-CIX
employ reasonably necessary 00rpyHTOBaHO BUKOPUCTOBYE HEODOXiOHI
measures to solve the reported 3axoau ans BUPILLEHHS
incidents in accordance with the 3apeecTpoBaHUX iHUMOEHTIB
categorization and prioritization of the Bi4MNOBIAHO [0 KaTeropii i npioputeTy
individual incidents based on severity OKpemux iHUMAEHTIB BigNoBiAHO OO0
and urgency. PiBHS X CEPNO3HOCTI 1 TEPMIHOBOCTI.

8. Breach of service level, credit 8. MopyLweHHs piBHA Nocnyr, cuctema
system KpeAauTiB

8.1 If a service level for a DE-CIX service | 8.1 Akwo piBEHb nocnyr DE-CIX,
specified in this Master SLA or any 3a3HayeHnn y uin OCHOBHIN yrogi npo
Special SLA should not be met, the piBEHDb nocnyr abo OyOb-AKin
customer shall be credited the amounts CneujianbHin yrogi npo piBeHb MOCnyr,
specified in clause 9 of this Master He  OOTPMMYETbCH,  KOPWUCTYBauYEBI
SLA. NnoBMHHI OyTNM nepepaxoBaHi Ccymu,

3a3HayeHi B NyHKTi 9 uiei OcCHOBHOI
yroam npo piBeHb MOCIyr.

8.2 Credit amounts for breach of service | 8.2 Cymu kpeauTiB 3a MOpPYLUEHHS PIBHIB
levels are classified in different credit nocnyr KnacudikyroTbCs B Pi3HNUX
groups, which are structured KpeguTHUX  rpynax, Wwo  mawTb
hierarchically. iEpapXxiyHy CTPYKTYpPY.

8.3 Credit amounts are not cumulated | 8.3 Cymu KpeauTiB He HaKOMU4YYKOTLCA B

across different credit groups. Rather,
the credit amount of the highest ranked
credit group supersedes all credit
amounts accrued in lower credit groups
within the scope (incident, time period)
of the highest ranked credit group, in
which credit is accrued.

Pi3HMX  KpeauTHUX  rpynax.3amictb
LbOro Ccyma KpeguTy HamBuwoOi 3a
paHrom KpeauTHOI rpynn 3amiHIoE BCi
CYMWU KpeauTy, HapaxoBaHi B HWMXKYMX
3a paHrom rpynax, y mMexax (iHunmaeHT,
nepiogq 4acy) HaMBMLLOI 3a paHrom
KpeguTHOI rpynu, ans SAKOI
HapaxoBYETbCS TaKU KpeauT.
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8.4 Credit groups are ranked in the |84 KpegutHum rpynam nNpUCBOKETHCH
following order, descending: paHr 3a TakMMuM napamMeTpamn B

nopsiAKy cnafaHHs:

8.4.1 access availability, 8.4.1 HasaBHiCTb JOCTYNY,

8.4.2 service specific service levels specified | 8.4.2 piBHi nocnyr 3 BignoBigHOro cepsicy,
in Special SLA, 3a3HauveHi y CneuianbHin yrogi npo

piBeHb MOCHyr,

8.4.3 DE-CIX customer support service | 8.4.3 yac peakuii crnyxbu nigTpuMKn KnieHTiB
reaction time (clause 7.3). DE-CIX (nyHkT 7.3).

8.5 The credit amount shall be limited for | 8.5 Cyma kpeguty obmexyeTtbcsa anst oyab-
any given calendar month to the SIKOro 3a4aHoro KaneHgapHoro micsaus
amount of the monthly recurring fees CYMOI0 LLIOMiCAYHOI KOMicii,
payable to DE-CIX by the customer. onnayyBaHOi  KOpUCTyBayem DE-
The total credit amount per calendar CIX.3aranbHa cyma kpeguty 3a
year shall be limited to the amount of KaneHgapHum pik obMexXyeTbCsl CyMOH
three (3) times the monthly recurring womica4Hoi  komicii 3a 3 (Tpwn)
fees. The foregoing limitation shall not Micsaui.BuesasHayeHe oOMeEXeHHs He
apply in cases in which DE-CIX is liable 3aCTOCOBYETLCA Y BMNagkax, konn DE-
for culpable violation of life, limb or CIX Hece BignosiganbHicTb  3a
health, and in cases in which DE-CIX is HaBMUCHE 3anofigHHSA LIKOOUN XUTTIO
liable for claims for damage based on abo 300poB't0, a TakoX Yy BuNagkax,
intent or gross negligence, including konu DE-CIX Hece BignoBiganbHicTb 3a
intent or gross negligence of DE-CIX’s npeTeHsigsMM 3a 3anogisaHHs 36utkise, B
representatives or vicarious agents. OCHOBI SIKMX NeXunTb Hamip abo rpyba

HegOanicTb, BKMAOYaKuM Hamip abo
rpyby  HegbanicTb  npeacTaBHUKIB
nosipeHux ocid DE-CIX.

9.1 Credit amounts 9.1 Cywma kpeguTiB

9.1 Breach of access availability service | 9.1 T[lopylweHHs piBHS AocTyny OO MOCnyr
level, per calendar month: 3a KaneHgapHun Micaupb:
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Credit /
Kpeaur

0%
3%

6%

Credit percentage is in relation to the
monthly recurring fee payable to DE-
CIX for the respective access.

MpoueHTHa cTaBka MO  KpeguTy
pPO3paxoBYyETbCA BiHOCHO LLOMICSYHOI
nnatm  Ha kKopuctb DE-CIX 3a
BiZANOBIgHMI OOCTY.

9.2 Service specific credits may be stated | 9.2 Kpegutn no nocnyrax MoxyTb OyTu

in Special SLAs. BkasaHi B CneujanbHux yrogax npo
PiBHI NOCANYT.

9.3 Breach of DE-CIX customer support| 9.3 T[lopyweHHs piBHA nocnyr Mo 4acy
service reaction time service level, per peakuii cnyxéwu nigTpumkm knieHtis DE-
reported incident: CIX no 3apeecTtpoBaHOMY iHLUMOEHTY:

3 % of the monthly recurring fee for the 3% BiA WOMICSAYHOI KOMICiT 3a nocnyru
DE-CIX services in relation to which DE-CIX, y 3B'asky 3 sdkumm ©Oyno
the incident was reported. NOBIAOMIIEHO NPO IHUMAEHT.

10. Credit claim procedure and dispute | 10. [Mpouenypa nogaHHA npeTeHs3ii no
resolution KpeauTy 1 BperynioBaHHA

cynepeu4ok:

10.1 Credit amounts must be claimed by the | 10.1 Cymu kpeguTy NOBUHHI OyTn 3asBneHi

customer within thirty (30) days of the
end of the time period or incident, for
which the credit amount is accrued.
Otherwise, DE-CIX services shall be
deemed accepted by the customer.

KopuctyBadem NpPoTArom 30
(TPMAUATN) OHIB 3 MOMEHTY 3aKiHYEHHS
TEpMiHy abo iHUMOEHTY, MO SKOMY
HapaxoBYETbCS cyma KpeaouTy.B

iHwomy Bunagky, nocnyrm DE-CIX

1 June 2016, version 2.0

www.de-cix.net

Page 10 |11/
C.10 |11



"In case of contradictions between English and Russian/ Ukrainian the "
English version shall prevail"

D€ CIX

Where
networks
meet

BBaXatkTbCA I'IpMI7IH$ITVIMVI
KOpuctyBadem.

10.2

Credit claims shall be sent by email to:
support@de-cix.net.

10.2

MpeTeHsii No kpeauTy HanpaBnATLCA
€MEeKTPOHHOI0 NoOLUTOO Ha
agpecy:support@de-cix.net.

10.3

DE-CIX may set off credit amounts
against the customer's outstanding
fees, or make a deduction from the
customer’s invoice for the next billing
cycle.

10.3

DE-CIX moxe npoBoguTu 3anik cym
KpeauTy B paxyHOK HecnnavyeHux
KOMICil KopucTyBa4a abo
BMpaxoByBaTM 3 CYMU  pPaxyHKy-
dhakTypu KoOpuCcTyBaya Ha HacTynHWUi
po3paxyHKOBUI Nepioa.

104

In case that a technical incident or a
credit claim cannot be resolved to the
customer’'s satisfaction by DE-CIX
customer support service, the customer
may escalate the issue to the DE-CIX
customer support manager or the DE-
CIX finance department.

10.4

Y pasi, AKWO TEeXHIYHUA iHUMaeHT abo
NpeTeHsia No KpeauTy He MOXyTb ByTu
BUpILLUEHi Cry>K0010 MIATPUMKM KIiEHTIB
DE-CIX i3 3agoBinbHUM pe3ynbTtaTtom
ANA  KOpUCTyBaya, KOpPUCTyBay MOXe
nepegatu uUe MUTaAHHA Ha po3rnsg
KEPIBHWUKY CRy>XOM MigTPUMKKW KITiIEHTIB
DE-CIX a6o y cinaHcoBun Bigain DE-
CIX.
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