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DE-CIX MASTER SERVICE LEVEL

OCHOBHOE COI'MALUEHUE Ob YPOBHE

AGREEMENT YCNyr DE-CIX

1. Overview 1. O630p

1.1 This Master Service Level Agreement | 1.1 Hactosawee OcHoBHOe cornaiwleHune o6
(Master SLA) is part of the DE-CIX YPOBHE  yCNyr sBASETCS  4acTblo
contractual framework. It defines a AorosopHon  6asbl DE-CIX. OH
framework for all Special Service Level onpefensieT  OCHOBY  Ana  Bcex
Agreement (Special SLA) documents. CneumanbHbIx cornaweHni o6 ypoBHe

YCIyr.

1.2 This Master SLA is applicable to all | 1.2 Hactosawee OcHoBHOe cornaiweHue 06
DE-CIX Services to the DE-CIX YPOBHE YCMNyr MPUMEHSETCH KO BCEM
infrastructure by the customer. This Ycnyram DE-CIX n k goctyny knueHTa
Master SLA defines the service levels, K WMHpaCTpyKType DE-CIX.
the quality of the services, the service HacTtoswee OcHoBHOe cornaiueHmne ob
credits for non-delivery, unavailability YPOBHE ycnyr onpegensier YpoBHU
or underperformance and the yCnyr, Ka4yecTBO YyCnyr, KpeauTbl nNo
processes and procedures to be ycnyram  npuv  HenpeaocTasfeHuu,
followed, and provides a mutual He4OCTYMHOCTUN UK HEQOCTaTOYHOCTN,
understanding of the service level a Takke npoueccbl W npouenypsl,
expectation. KoTopble Heobxogmmo cobnwgatb, U

obecneunBaeT B3aMMOMOHNUMaHWe
OTHOCUTENBHO OXWOAEMOro YpPOBHS
obcnyxunsaHus.

1.3 The technical specifications of the | 1.3 TexHun4yeckme xapakTepucTmMku gocTtyna
access are detailed in the “DE-CIX nogpobHO onucaHbl B  OOKYMEHTe
Technical Access Description” "TexHnyeckoe onmcaHue poctyna DE-
document, which is hereby included by CIX", KOoTOpbIA BKMNIOYEH B HacTosiwee
reference. Access to the DE-CIX CornaweHne nocpeacTBOM — CChISKU.
infrastructure is realized by a physical Hoctyn kK wuHdpacTpyktype DE-CIX

port.

peanunayeTtcs Yyepe3 om3n4eckun nopT.
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2.  Scope of application of service 2. Cdrepa npumeHeHUs1 YPOBHSA ycnyr
levels

2.1 The service levels set forth in this | 2.1 YpoBHu ycnyr, yKasaHHble B
Master SLA or the Special SLA shall HacTtosLwemM OCHOBHOM cornatlueHnn o6
begin upon first use of the DE-CIX ypoBHe ycnyr wunu  CneumarnbHOM
service after the “Ready for Service” cornaweHmm o6  ypoBHe  ycnyr,
announcement. HauynHaTCs c nepBoro

ncnons3osanua ycnyrm DE-CIX nocne
0b6baBneHus "MOTOBHOCTb K MPUHSATUIO
ycnyru'.

2.2 Unless otherwise stated in particular | 2.2 Ecnu B oTtaenbHbix CneumanbHbIX
Special SLAs, DE-CIX services are cornaweHmsx o6 ypoBHe ycnyr He
designed to handle a traffic load of up ykazaHo uHoe, ycnyrm  DE-CIX
to 90% of their agreed capacity npegHasHaveHbl  ANs  MOCTOSIHHOW
perpetually, whereas the remaining Harpysku c Tpadpukom go 90% wux
10% capacity is reserved for temporary COrNacoBaHHOW MOLLHOCTM, TOrga Kak
traffic load peaks. ocTaBLlascs €MKOCTb B 10%

pe3epBupyeTcsa ANna BPeMEeHHbIX MUKOB
Harpyskmn Tpaguka.

2.3 The service levels for any affected DE- | 2.3 Takum o6pasom, ypoBHM ycnyr ang
CIX service shall therefore be nobon cooteBeTcTBytowWwen ycnyrm DE-
suspended for any period of time, in CIX pomxHbl OblTb MPMOCTAHOBMEHDI
which the traffic load on the physical Ha nobor nepuon BpemeHu, Korga
access or the respective DE-CIX Harpyska Tpaduka npu usndeckom
service exceeds 90% of the [0CTyrne Nnn cooTBETCTBYIOLLEN YCriyre
contractually-agreed capacity. DE-CIX npesbilaeT 90%

corrnacoBaHHOM NO JOroBOPY €MKOCTH.

2.4 Furthermore, if the traffic load on the | 24 Kpome Toro, ecnu Tpadumk no

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

cootBeTcTBytowen ycnyre DE-CIX
npesblwaer  90%  cornacoBaHHOM
emkocTn 6onee yem Ha 5% BpemeHu
(36 4acoB) B TeuyeHue KaneHgapHOro
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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
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.

mecsiua, DE-CIX nmeeT npaBo B3MMaTb
nnaTy 3a neperpysky no aTum ycryram
DE-CIX 3a Takonm mecsau. lNnata 3a
neperpysky  paBHa  eXeMeCsHHOW
nepuoamnyeckomn nnaTe (EMTT)
neperpy>xeHHoro cepsuca n
nponopumnoHansHa Kommccum 3a
OOCTYN And  Ha3Ha4YeHHOW Mnorochl
nponyckaHus ycnyru. [na  naketa
rpynnbl  arperMpoBaHHbIX  KaHanoB
(LAG) nnaTta 3a neperpysky paBHa
LeHe ycnyrm ogHoro AONOSTHUTENbHOMO
uneHa LAG.

2.5 The service levels shall not apply in| 2.5 YpoBHM ycnyr He nNPUMEHSIOTCA B
such circumstances, for which DE-CIX Takmx ob6CTOATENBLCTBAX, 3a KOTOpble
cannot be held responsible under DE-CIX He MOXeT HecTn
applicable law (e.g. force majeure OTBETCTBEHHOCTb B COOTBETCTBUM C
events, intentional disruptions of NPUMEHUMbIM 3aKoHO4aTeNbCTBOM
service by a third party). (Hanpumep, dopc-MaxkopHble

coObITUSl, NpeAHaMEpPEeHHbI  CpbiB
paboThbl cepBmca TPETLUM JIULIOM).

3. Monitoring and problem reporting 3. MOHUTOPUHI U coobLweHne o

npobnemax

3.1 The customer should report any | 3.1 [lonb3oBaTesnb OOIKeH
incident with DE-CIX service by Oes3oTnaratenbHo coobuwaTtb 0 Ntobom
contacting the support service without mHungeHte ¢ ycnyrom  DE-CIX,
undue delay of gaining knowledge of obpatmBwKNCL B Cnyxby nogaepxku,
the incident. npy nonydeHun wnHdopmauum o6

NHUMZeHTe.
3.2 Service levels shall not be affected by | 3.2 YpoBeHb ycnyr He 3aBMCUT OT TOrO,

whether the customer did or did not
report an incident, unless specific

coobwmn N nonb3oBaTenb 06
WHUMOEHTE WM HeT, eClniu  TOJbKO
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service levels expressly depend on the
reporting of an incident.

onpeeneHHble YypPOBHU YCNYr SBHbIM
obpasoM He 3aBuUCAT OT coobLueHnst 06

NHUMAEHTE.

3.3 DE-CIX employs an automated system | 3.3 B DE-CIX ncnonb3yeTcs
to monitor certain aspects of the aBTOMaTU3MpoBaHHas cucrtema
service quality of DE-CIX services. MOHWUTOPUWHra onpeaeneHHbIX acnekToB
However, DE-CIX’s monitoring system kadectBa ycnyr DE-CIX. OgHako,
is not designed to detect all incidents cuctema MouutopuHra DE-CIX  He
that may potentially arise and thus, the npegHasHavyeHa Ana  obHapyxeHus
existence of such monitoring system BCEX WHUNOEHTOB, KoTopble
shall not mitigate the customer’s NoTEeHUManbLHO MOryT BO3HUKHYTb, W,
obligation to report incidents to DE-CIX cnepoBaTesnbHO, Hanuuune Takom
support service. CUCTEMBI MOHWUTOPUHra He

orpaHnynBaeT obs3aTenbcTBa
nonb3oBatensd o coobuweHnn o6
WMHUnAeHTax B cnyxby nogaepxkun DE-
CIX.

3.4 If and insofar as DE-CIX employs an | 3.4 Ecim wun nockonbky B  DE-CIX

automated system to monitor service
quality, measurements created by such
DE-CIX monitoring system shall be
solely authoritative for the
determination of a monitored service
level, regardless of whether the
customer employs additional
monitoring systems.

ncnonb3yetcss  aBTOMaTU3NPOBaHHAas
CMCTEMA MOHUTOPUHIra KayecTBa yCnyr,
nokasaHusi, ycTaHaBNMBaeMble TaKOM
cucTemomn MOHUTOPUHra DE-CIX,
OOIMKHbI UMETb UCKMOUUTENBHYO CUny
npyv onpedeneHun YpoBHSA YCNyr, B
OTHOLLUEHUN  KOTOpPOro  MpoBoOAMUTCSH
MOHWUTOPUWHI, HEe3aBUCUMMO OT TOro,

ncnonb3yet n nosnb3oBaTesib
aonosnHuTenbHble CUCTEMDI
MOHUTOPWHIa.
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4. Dissemination of customer usage 4. PacnpoctpaHeHue gaHHbIX
monitoring data nosib3oBaTens 0 MOHUTOPUHre

MHTEHCMBHOCTU UCNOJIb30OBaHUA

4.1 Pursuant to the “DE-CIX Global Terms | 4.1 CornacHo [no6anbHblM yCcnosusMm u
and Conditions”, DE-CIX may elect to nonoxexnusam komnaHum DE-CIX, DE-
make available customer usage CIX moxeT BblbpaTb, Kakue AaHHble
monitoring data in accordance with this nonb3oBarens o} MOHUTOPUHre
section 4. WHTEHCMBHOCTM NCNonNb30BaHWs

caenatb OOCTYMNHbIMU B COOTBETCTBUM
C 9TumM pasgenom4.

4.2 Disseminated information: 4.2 PacnpocTtpaHsemada nHgopmaums:

4.2.1 customer’s company name, 4.2.1 Ha3BaHMe KoMNaHuu nosb3oBaTend,

4.2.2 access identification and location, 4.2.2 nageHTudukaums pocrtyna "

MEeCTOMNOMNOXeHNeE,

4.2.3 whether or not the ftraffic load on the | 4.2.3 npeBbicuna nu Harpyska Tpaduka no
access exceeded 90% of its agreed aoctyny 90% cornacoBaHHOWM
capacity at the time of the previous NPOMNYCKHOW BO3MOXHOCTWU Ha MOMEHT
measurement, and npeablayLLero n3MepeHns Unn Het, 1

4.2.4 the time of the previous measurement. | 4.2.4 Bpems npeablayLLEro N3aMepeHms.

4.3 This information may be made|4.3 3ta wuHdpopMaums MOXeT  ObiTb
electronically accessible (e.g. via a JOCTyrNHa B 9MIEKTPOHHOM  Buae
web-interface) to all DE-CIX (Hanpumep, d4epe3 Beb-MHTEpdENC)
customers. Bcem nonb3oBatenam DE-CIX.

4.4 Dissemination of this information shall | 4.4 PacnpoctpaHeHue 3Tton uHdopmauun

help DE-CIX customers to recognize
possible transmission bottlenecks, take
measures to prevent transmission
delays, and thereby optimize overall
efficiency and performance of the DE-
CIX platform.

nomoxet nonb3oBatenam  DE-CIX
onpefennTb BO3MOXHblE OrpaHU4YeHuUs
B nepefadve OaHHbIX, MPUHATL Mepbl MO
npegoTBpaLLEHUIO 3aepXKKn nepenayn
n, Takum obpasom, ONTUMU3NPOBATb
obLyto 3¢ heKTUBHOCTb "
npoun3BoANTENBLHOCTL Nnatgopmbl DE-
CIX.
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45 The customer may object to the | 4.5 [lonb3oBaTtens MoxeT B ntoboe Bpems

dissemination of this information by
email at any time.

nogatb BO3pakeHne npoTuB
pacnpocTpaHeHus 3Ton uHdopmauum
Nno 3NeKTPOHHOW MNoYTe.

5. Standard service level: availability 5. CraHpapTHbIM YPOBEHb YCRNyr:
AOCTYNHOCTb
5.1 Any service level that is based on the | 5.1 Jlio6on ypoBeHb yCrnyr, OCHOBaHHbI Ha

availability of a DE-CIX service for a
specific percentage of time shall be
calculated as follows:

poctynHoctn  cepeuca DE-CIX B
TEYEeHNe OnpeaeneHHoro npoueHTa
BPEMEHW, paccynTbiBaeTCA
cnegyowmm obpasom:

5.1.1 Availability is calculated using the

following formula:

5.1.1 JocTynHOCTb  paccynTbiBaeTcss Mo

cneaytowen popmyne:

_A—H—C

= ————— =+ 100
A-B

A = (number of hours in a month) / (xonnuecrso vacos B Mecse)

mn

B = Bi (sum of all outages due to announced maintance) / ( cymMa BceX OPOCTOEB 110 IIPUUUHE

i=1

3aIUTAHUPOBAHHOTO 00CTY)KUBAHUSA)

m
C= Z Cj (sum of all outages) / (cymma Bcex mpocToes)

j=1

P = (availability percentage) / (npouent J0CTyIHOCTH)

5.1.2 Unless otherwise stated, availability is

calculated for each calendar month,
whereas each month shall equal 720
hours.

5.1.2 Ecnn He yka3aHO WHOe, AOCTYMHOCTb
paccunTbiBaeTCs ans KaXkgoro
KaneHgapHoro Mecsiua, Torga  Kak
KaXkabl Mecsil, NPUHMMAaEeTCa paBHbIM
720 yacam.

5.2

Unless otherwise stated in this Master
SLA or any Special SLA, the standard
service level for availability of a DE-CIX
service is 99.99% per month (i.e.
maximum unavailability of 4 minutes
and 19 seconds per month).

5.2 Ecnu vHoe He ykasaHO B HacTodLLeM
Cornawenun o6 ypoBHe ycnyr unu B
nobom CneumanbHoMm cornalueHmm ob
YypOBHE YCMyr, CTaHOapTHbI YpPOBEHb
no pgocrtynHoctn ycnyru  DE-CIX
coctaensetr 99,99% B Mmecay (T.e.
MakcMMarnbHoe BpeMms, Korga cepBuc
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HeJoCTyneH, - 4 MUHYTbI U 19 cekyHA B
mecsL,).
6. Service definition and service level: | 6. OnpegeneHue ycnyru u yposeHb
access ycnyr: goctyn
6.1 The connection point to the DE-CIX | 6.1 Touka NOOKITHOYEHMNSA K
infrastructure is called “access.” The nHdppacTtpyktype DE-CIX HasbiBaeTcs
access is a prerequisite for any "goctyn". HocTtyn ABNsAeTCS
services based thereon. The access is obs13aTenbHbIM yCroBMeM Ons NObIX
contractually available when the YCNnyr, OCHOBaHHbLIX Ha HeMm. [locTtyn
Ethernet protocol of the access is npeaocTaBnsgeTcs no OoroeBopy, korga
provided by DE-CIX (measured on the NpoTOKON Ethernet goctyna
DE-CIX infrastructure). npenocTaenseTcs DE-CIX
(n3mepsetca B wHdppacTpyktype DE-
CIX).
6.2 The standard service level (99.99%) | 6.2 [Onsa goctyna npumMeHseTcs
applies to the access. CcTaHOapTHbIN ypoBeHb ycnyr (99,99%).
7. Service definition and service level: | 7. OnpegeneHune ycnyr n ypoBHu
DE-CIX customer support service ycnyr: Cnyx6a noaaepXku
knueHtoB DE-CIX
7.1 DE-CIX customer support service | 7.1 Cnyxba nogaoepxku knueHtoB DE-CIX
provides the opportunity for the npegocrtaensieT nosib3oBaTento
customer to contact DE-CIX in case of BO3MOXHOCTb cBsaA3aTtbcs ¢ DE-CIX B
any technical incidents involving one or cnyyae Kaknx-nnbo - TEXHUYECKUX
more DE-CIX services. VHUMOEHTOB, CBA3AHHbLIX C OOAHMM WUIN
Heckonbkumu ycnyramm DE-CIX.
7.2 DE-CIX customer support service may | 7.2 Co cnyx6on nogaepxku knneHtos DE-

be contacted by the customer by phone
using the contact data published at
https://www.de-cix.net/en/about-de-
cix/contact at any time (24/7/365).

CIX nonb3oBaTtenlb MOXET CBSA3aTbCS
no TenedoHy, UCNONb3yss KOHTaKTHYIO
MHdopMaLmio, OnybNMKOBaHHYO Ha
cante https://www.de-
cix.net/en/about-de-cix/contact B
nio6oe Bpemsi (24/7/365).
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7.3 DE-CIX customer support service shall | 7.3 Cnyx6a nogaepxku knneHtos DE-CIX
issue an initial reaction to the customer OOIDKHa MoKasaTb NepBOHaYasnbHYyo
(at least including a reference number peakuuto Ha obpaueHue
for the incident, acknowledgement that nonb3oBartens (Mo MeHbLeNn Mepe,
the incident description was received, BKrtoYas CnpaBOYHbI HoMep
and an initial categorization and WHUMOEHTa, NOATBEpPXKOAEHNE TOro, 4To
prioritization of the incident): onucaHne nHungeHTa ObIno Nony4veHo,

n nepBoHavanbHoe npucBOEHNe
KaTeropuu 1 npuopuTeTa NHUMAEHTA):

(a) within one (1) hour, if the incident (a) B TeyeHue 1 (ogHoro) vaca, ecnu
was reported by the customer by nonb3oBaTenb coobLwmn 06
phone during DE-CIX business WHUmMaeHTe no TenedoHy B
hours (published at TeueHne paboyero BpemeHu DE-
https://www.de-cix.net/en/about- CIX (onybnukoBaHo Ha cauTe
de-cix/contact), https://www.de-cix.net/en/about-

de-cix/contact),

(b) within two (2) hours, if the incident (b) B TeueHme 2 (OByx) 4acoB, ecnu
was reported by the customer by nonb3oBaTenb coobLwmn (o]6]
phone outside DE-CIX business MHUMOeHTe no TenegoHy BHe
hours (published at pabouero BPEMEHMU DE-CIX
https://www.de-cix.net/en/about- (onybnukoBaHo Ha cante
de-cix/contact). https://www.de-cix.net/en/about-

de-cix/contact),

7.4 DE-CIX customer support service shall | 7.4 Cnyx6a noggepxku knueHtos DE-CIX
act as a single point of contact to the DEeNCTBYET KaK eAnHas ToYKa KOHTaKTa
customer and initiate and coordinate C KIMEHTOM, a TakKkKe MWHULMUPYeT W
the efforts to solve the reported KOOPAMHNPYET YCUINnS NO paspeLLeHunto
incident. 3aperncTpmMpoBaHHOro MHUMAEHTA.

7.5 DE-CIX customer support service shall | 7.5 Cnyx6a noggepxku knneHtos DE-CIX

employ reasonably necessary
measures to solve the reported
incidents in accordance with the
categorization and prioritization of the

ncnonbayet 0060CcHOBaHHO
Heobxoanmble Mepbl ANA paspeLleHus
3aperncTpmpoBaHHbIX WHUUOEHTOB B
COOTBETCTBMM  C  KaTeropmen u
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individual incidents based on severity
and urgency.

npnopnTeToMm oTtTaesibHbIX MHUWOEHTOB
Ha OCHOBE YpPOBHA NX CEpPbe3HOCTU U

CPOYHOCTMW.

8. Breach of service level, credit 8. HapyweHue ypoBHSA ycnyr, cuctema
system KpeauToB

8.1 If a service level for a DE-CIX service | 8.1 Ecnm  ypoeeHb  ycnyr  DE-CIX,
specified in this Master SLA or any yKasaHHbln B Hactoswem OCHOBHOM
Special SLA should not be met, the cornaweHmm o6 YypoBHE ycnyr wunm
customer shall be credited the amounts nobom CneuunanbHoM cornawieHum oo
specified in clause 9 of this Master ypoBHE ycnyr, He cobniogaetcs,
SLA. nonb3oBaTesno JOJTKHbI ObITb

nepeyncrieHbl CyMMbl, YKasdaHHble B
NyHKTe 9HacTosLLEero OcHoBHoOro
cornaweHus o6 ypoBHe yCnyr.

8.2 Credit amounts for breach of service | 8.2 Cymmbl KpeguToB 3a HapyLlleHue
levels are classified in different credit YPOBHENW ycnyr knaccnuumpyroTcs B
groups, which are structured pasHbIX KpeAUTHbIX rpynnax, UMeoLmx
hierarchically. nepapxuyeckyto CTpyKTypy.

8.3 Credit amounts are not cumulated | 8.3 CymMMbl KpeOMTOB HE HaKannIMBaKTCS B
across different credit groups. Rather, pasHblX KpeauTHbIX rpynnax. BmecTto
the credit amount of the highest ranked 3TOro, CymMMa Kpeguta caMon BbICOKOW
credit group supersedes all credit Nno paHry KpeauTHOW rpynnbl 3aMeHseT
amounts accrued in lower credit groups BCE CYMMbl KpeauTa, Haducndemble B
within the scope (incident, time period) Oonee HM3KUX MO paHry rpynnax, B
of the highest ranked credit group, in npegenax (MHUMAEHT, nepvog
which credit is accrued. BPEMEHN) CaMOW BbICOKOM MO paHry

KpeouTHOW  rpynnbl, Ansi  KOTOPOW
HauncnseTca Takon KpeawuT.
8.4 Credit groups are ranked in the | 8.4 KpeguTHbiM rpynnam npucBanBaeTCca

following order, descending:

paHr Mo cregywwmMm napameTpaMm B
nopsigke yobiBaHuUS:

8.4.1 access availability,

8.4.1 Hanuuune goctyna,
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8.4.2 service specific service levels specified | 8.4.2 ypoBHM yCnyr No COOTBETCTBYOLLEMY

in Special SLA, cepBuCy, YkasaHHble B CneumnasribHOM
cornaweHum o6 ypoBHe ycnyr,

8.4.3 DE-CIX customer support service | 8.4.3 BpeMs peakumm cryx0bl NOOAEPXKKU

reaction time (clause 7.3).

knueHntoB DE-CIX (nyHKT 7.3).

8.5 The credit amount shall be limited for | 8.5 Cymma kpeguTta orpaHuuMBaeTcsl Ang
any given calendar month to the noboro  3agaHHOro  KaneHgapHoro
amount of the monthly recurring fees Mecsua CyMMom exeMeCcsa4YHoN
payable to DE-CIX by the customer. Komucecun, onnadnsaemMomn
The total credit amount per calendar nonb3oBaTenem DE-CIX. Oobwas
year shall be limited to the amount of CyMMa KpeauTa 3a KaneHgapHbln rog
three (3) times the monthly recurring orpaHmymnBaeTcs CyMMOWm
fees. The foregoing limitation shall not eXemMecsyHon kKommuccum 3a 3 (Tpwn)
apply in cases in which DE-CIX is liable Mecsua. BhlweynomsHyToe
for culpable violation of life, limb or OrpaHM4YeHne He nMpPUMEHSsIeTCa B
health, and in cases in which DE-CIX is cnyvasix, Korga DE-CIX HeceT
liable for claims for damage based on OTBETCTBEHHOCTb 3a  HaMepeHHoe
intent or gross negligence, including npuuvHeHne yuwepba XuM3HM  Unn
intent or gross negligence of DE-CIX’s 300pOBbS, a Tawkke B Crydvasix, korga
representatives or vicarious agents. DE-CIX HeceT OTBETCTBEHHOCTb MO

NpeTeH3nsM 3a npuymHeHne yboiTka. B
OCHOBE KOTOPbIX NEXWUT yMbICEN WNn
rpybas HEeBPEXHOCTD, BKOYas
ymbicen wnm rpybyto  HebpexHOCTb
npeacTaesuTenen gosepeHHbix nuu DE-
CIX.

9.1 Credit amounts 9.1 CymMMmbl KpeauToB

9.1 Breach of access availability service | 9.1 HapyweHne ypoBHs  gocTyna K

level, per calendar month:

ycryram 3a KaneHgapHbli MecsiL;
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Downtime in Minutes /
Bpems npocTos, B

Availability (A) /
HocTtynHocTb (A)

MUHYyTax
A 2 99.99% 0-4:19
99.99% > A = _ _
99.95% 4:20 - 21:36
A <99.95% > 21:36

D€ CIX

Where
networks
meet

Credit /
Kpeaur

0%
3%

6%

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

MpoueHTHas cTaBka NO  KpeguTy
paccunTbiBaeTCH OTHOCUTENBHO
exemecsa4dHon nnatbl B nonb3y DE-CIX
3a COOTBETCTBYHOLLNA JOCTYM.

9.2 Service specific credits may be stated | 9.2 Kpegutel no ycnyram wmoryT ObiTb
in Special SLAs. yKasaHbl B CneumanbHbIxX

cornaweHuax 06 YpOBHSIX YCIyr.

9.3 Breach of DE-CIX customer support| 9.3 HapyweHune ypoBHS ycnyr no BpeMeHu
service reaction time service level, per peakuun cnyxobl NoAOEPXKKN KITMEHTOB
reported incident: DE-CIX no 3apermctpMpoBaHHOMY

WHUNOEHTY:
3 % of the monthly recurring fee for the 3% OT exeMeCsyHOM KoMuccun 3a
DE-CIX services in relation to which ycnyrn DE-CIX, B cBSI3M C KOTOPbIMMU
the incident was reported. Oblf10 coobLLeHOo 00 MHUMOEHTE.

10. Credit claim procedure and dispute | 10. [lMpoueaypa nogaym npeTeH3nun No
resolution KpeAauTy U yperynmpoBaHue CropoB:

10.1 Credit amounts must be claimed by the | 10.1 Cymmbl  KpeguTa  OOMMKHbI  ObITb

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.

3asBMIEHbl MONb30BaTENEM B TEYEHME
30 (TpuMguatn) pOHEM C MOMEHTa
OKOHYaHWsI CpoKa WNN WHUMAEHTa, Mo
KOTOpOMY HauncnsieTcs cyMmma

kpeauTa. B npoTuBHOM cnyyae, ycnyru
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DE CIX
Where
networks
meet
DE-CIX cuvTarTcs NPUHATLIMA
nosnb3oBaTenem.
10.2 Credit claims shall be sent by email to: | 10.2 lMpeTeH3MM No KpeouUTy HanpaBnsTCA

support@de-cix.net.

no 3NEKTPOHHOM noyrte Ha
agpec: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 moxeT npoBoAnTb 3a4eT CyMMm
Kpeauta B CYET  HeomnmnayeHHbIX
KOMUCCUN nonb3oBarens nnm
BblYMTaTb U3 CyMMbl cyeTa-gakTypbl
nonb3oBarens Ha crneayoLwmm
pacyeTHbIN Nepuoa.

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

B crnyvae, ecnm TEXHUYECKUIN
WHUWOEHT UK NPEeTEeH3ns MO Kpeauty
He MOryT OblTb paspelueHbl cryxbon
nogoepxkn  knuentoB DE-CIX ¢
yOOBNETBOPUTESNbHBIM  pe3yribTaToM
Ansa  nonb3oBaTens, nosfb3oBaTesb
MOXeT nepefatb 3TOT BOMPOC Ha
pacCMOTPEHNE PYKOBOOMTEMO CIyXObl
nogaoepxkn knueHtos DE-CIX wunu B
duHaHcoBbIn oTgen DE-CIX.

1 June 2016, version 2.0 /
1 WioHsa 2016, Bepcusa 2.0

www.de-cix.net

Page 12 |12/
Ctp12 |12



mailto:support@de-cix.net
mailto:support@de-cix.net

