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“DIRECTCLOUD” SPECIAL SERVICE CNELUIANBHA YrogA rnpPo PIBHI
LEVEL AGREEMENT nocnyr AnAa «DIRECTCLOUD»
. Overview 1. Oornsap

1.1. This document contains the | 1.1. [daHun JoKymeHT BKrtoyae CneuianbHy
SpecialService  Level  Agreement yrogy npo piBeHb Nocnyr Ans NpoayKTy
(Special SLA) for the DirectCLOUD DirectCLOUD.CneuianbHa yroga npo
product. The DirectCLOUDSpecial piBeHb nocnyr ana DirectCLOUD €
SLA is part of the DE-CIX contractual YyacTuHoto gorosipHoi 6a3u DE-CIX.
framework.

1.2. This DirectCLOUDSpecial SLA shall | 1.2. [Oana CneuianbHa yroga npo piBeHb
apply only to the DirectCLOUD nocnyr ans DirectCLOUD
product, and — within its scope — its 3aCTOCOBYETbCH BUKIOYHO ans
provisions shall override any npogykty DirectCLOUD i B Mexax
contradicting or diverging provisions in chepn Ail i NonoxeHb ckacoBye Aito
the Master Service Level Agreement OyOb-sKuUX MOMOXeHb, WO cynepeyaTb
(Master SLA). ogHe oagHomy, OCHOBHOI yrogun mnpo

piBEHb NOCNYT.

1.3. The technical specifications of the | 1.3. TexHiYHi  XapakTepUCTUKM  NOCMYyru
DirectCLOUD Service are detailed in DirectCLOUD petanbHO BUKNageHi B
the “DirectCLOUD Technical Service AOKYMeHTI «Onuc TexHIYHOI nocnyru
Description” document,which is hereby DirectCLOUD», 4KMA BKNIOYEHO B
included by reference. AaHUA OKYMEHT 3 NMOCUMNaHHAM.

2. Scope of application of service |2. Cdepa 3acTtocyBaHHS piBHA nocnyr
levels
The provisions of the Master SLA shall 3acTocoByOTLCA MONOXEHHSA
apply. OCHOBHOI yroau nNpo piBeHb NOCHYT.

3. Definitions 3. BusHayeHHA

3.1. DirectCLOUD Partner: Provider of | 3.1. MNapTHep DirectCLOUD:INpoBangep
Cloud Services XMapHUX nocnyr

3.2. Customer: User/  Customer  of | 3.2. KnieHT:KopuctyBay xmapHux mnocnyr
DirectCLOUD Services DirectCLOUD
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4. Measurements and incident | 4. BumiptoBaHHA i NOBIAOMIEHHA NpoO
reporting iHUMaeHTn

4.1. Due to the point-to-point characteristic | 4.1. BpaxoByloun XapakTepuCTUKY «TO4YKa-
of the DirectCLOUD product,DE-CIX Toyka» npoaykty DirectCLOUD, DE-
does not measure any of the service CIX He BuMiptoe piBHi nocnyr,
levels specific to the DirectCLOUD nputamaHHi npoaykty DirectCLOUD.
product.

4.2. All service levels specific to the | 4.2. Bci piBHi nocnyr, nputamaHHi NpoaykTy
DirectCLOUD product are therefore DirectCLOUD, Takum YUHOM,
dependent on accurate measurements 3anexaTtb Big BUKOHAHUX
by the customer, and immediate KOpUcTyBadeM TOYHUX BUMIPIOBaHb i
reporting of any incidents to the DE- HeramHoro NoBiJOMIEHHS npo
CIX customer support service. iHUMOeHTM B cnyx0by  nigTpUMKM

knientis DE-CIX.

4.3. The determination of whether a service | 4.3. Takum 4YMHOM, BU3HAYeHHs akTy
level specific to the DirectCLOUD NopyLUEHHSA piBHSA nocnyru,
product is breached shall thus be npuTamaHHoro NpoayKTy
based solely on the time periods DirectCLOUD, I'PYHTYETLCA Ha
starting with the incident report to the TMMYacoBuUX nepiogax, novMHaKun 3
DE-CIX customer support service. MOMEHTY  OTPUMaHHSA  3BiTY  MNpo

iHUMOEHT crny>K0oK0 NiATPUMKN KNIEHTIB
DE-CIX.
5. Dissemination of customer usage | 5. Po3noBcrogxeHHs OaHNX
measurement data KOopucTyBaya nMpo BUMiprOBaHHSA
iHTEHCUBHOCTI BUKOPUCTaHHSA
Due to the point-to-point characteristic BpaxoByoun xapakTepuctuky «Touka-
of the DirectCLOUD product, no Toyka» npoaykty DirectCLOUD, paHi
customer usage data is disseminated KopucTyBa4da npo iHTEHCUBHICTb
to other customers. BMKOPUCTAHHS He nepeaarTbCs iHWMM
KopucTyBadam.
6. Service definition and service | 6. BusHauyeHHs nocnyr i PiBHi

levels: availability

NocCnyr:AOCTYMNHICTb
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6.1. DirectCLOUD is a layer 2 point-to- | 6.1. DirectCLOUD — ue nocnyra npsiMmoro
pointservice for the exchange of 3B'A3KY («TOYKa-TOYKa») OPYroro piBHA
(layer 2) frames. The DirectCLOUD ana  obmiHy  kagpamu  (gpyroro
service is available as long as frames piBHsi).lMocnyra DirectCLOUD
are forwarded between the two AOCTyNHa BeCb 4ac, [MOKM Kagpu
endpoint of the connection. HanpaBnATLCA MK ABOMA KiHLEBUMMU

TOYKaMu 3'€aAHaHHSA.

6.2. the physical location of the customer’s | 6.2. PiBHi nocnyr  ana  AOCTYMNHOCTI
connection. The service level for DirectCLOUD 3anexaTb Big perioHy
availability ~ shall be  calculated DirectCLOUD [ disnyHoro
according to the Master SLA. The MiCLie3HaXOmKEHHS 3'eHaHHA
respective service level values are kopuctyBada.PiBeHb  nocnyr  ans
compiled in the table in section 0. OOCTYMHOCTI pO3paxoByETbCS

BignoeigHo Ao OCHOBHOI yroguM npo
piBeHb nocnyr.BignosigHi  3Ha4YeHHSA
piBHA nocnyr 3BefdeHi B Tabnuui B
po3aini 0.

7. Service definition and service | 7. BusHauyeHHs nocnyr i PiBHi
levels: performance NoCnyr:NpPoAyKTUBHICTb

7.1. The performance of DirectCLOUD | 7.1. T[lpoayKTUBHICTb DirectCLOUD
depends on the DirectCLOUD region 3anexutb Big perioHy DirectCLOUD i
and the physical location of the di3nyHOro MiCLle3HaXOAKEHHS
customer’s connection. The respective 3'eHaHHA KopucTyBa4a.BignosigHi
DirectCLOUD performance service PiBHi nocnyr NPOAYKTUBHOCTI
levels are compiled in the table in DirectCLOUD 3BegeHi B Tabnuui B
section 0. po3aini 0.

7.2. The values compiled in the table in| 7.2. 3HayeHHs, HaBegeHi B Tabnuui B

section Orefer only to the connection
within the DE-CIX platform. DE-CIX
may  further  publish  additional
information referring to the connection
between the egress of the DE-CIX
platform and the network ingress of the
provider of cloudservices connected to

po3gini 0, BigHOCATBLCS BUKIIOYHO A0
3'‘edHaHb B Mexax nnaTtgopmn DE-
CIX.DE-CIX M™oxe B noganbLiomy
onybnikyBaTn gogaTtkoBy iHGOpMaLlito,
Nnocunar4mMCb Ha 3B'A30K MiXK BUXOO0OM
nnatgopmm  DE-CIX i mepexesum
BXOAOM rpoBavgepa XMapHUX NOCHyr,
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DirectCLOUD. For such additional
information, the provisions of section 0
shall apply.

nigkntoyeHoro go DirectCLOUD.Woao

uiei J00aTKOBOI iHdbopmauii
3aCTOCOBYIOTbCSA MOJIOXKEHHS
posginy 0.

7.3.

Frame loss, jitter and round trip delay
on the DE-CIX platform are calculated
based on an hourly average.

7.3.

BTpaTa kagpy, HecTilka CUHXPOHi3aLis
i uMkniyHa 3aTpumka Ha nnatdopmi
DE-CIX po3paxoBylOTbCH Ha OCHOBI

cepegHbOoro 4acoBoro 3Ha4YeHHA.
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8. Service levels for different | 8. PiBHi nmocnyr ana pi3HUX perioHiB
DirectCLOUD regions DirectCLOUD

Service Side /

CtopoHa ycnyrum

FRA HAM MUC DUS BER MRS MAD PMO IST NYC DFW
99.99% 99.99% 99.99% 99.99% 99.99% 99.99%
0.05% 0.5% 0.5% 0.5% 0.5% 0.5%
ERA Ims/ 14ms/ Ims/ 8ms/ 80ms / 140ms /
1mc MC MC MC MC Mc
0.1ms/ 3ms/ 3ms/ 3ms/ 8ms/ 10ms/
0,1mc Mc McC McC Mc McC
99.99% 99.99% 99.99% 99.99% 99.99% 99.99%
0.5% 0.05% 0.5% 0.5% 0.5% 0.5%
14ms/ Ims/ 23ms/ 22ms / 94ms / 154ms /
HAM
mc imc Mc Mc mC Mc
3ms/ 0.1ms/ 3ms/ 3ms/ 8ms / 10ms/
mc 0,1mc Mc Mc mC Mc
99.99% 99.99% 99.99% 99.99% 99.99% 99.99%
0.5% 0.5% 0.05% 0.5% 0.5% 0.5%
MUC Ims/ 23ms / ims/ 17ms/ 89ms / 149ms /
mc mc 1mc Mc mC Mc
3ms/ 3ms/ 0.1ms/ 3ms/ 8ms / 10ms/
Mc Mc 0,1mc McC MC McC
g 99.99% 99.99% 99.99% 99.99% 99.99% 99.99%
> 0.5% 0.5% 0.5% 0.05% 0.5% 0.5%
= 8ms/ 22ms / 17ms/ ims/ 88ms/ 148ms /
($@ DUS
o MC MC MC 1mc MC MC
= § 3ms/ 3ms/ 3ms/ 0.1ms/ 8ms/ 10ms/
o Mc Mc McC 0,1mc MC McC
g 99.99% 99.99% 99.99% 99.99% 99.99% 99.99% 99.99%
o 0.5% 0.5% 0.5% 0.5% 0.05% 0.5% 0.5%
(o) BER 14ms/ 28ms / 23ms/ 22ms / Ims/ 94ms / 154ms /
5 MC MC MC MmC 1mc MmC MC
= 3ms/ 3ms/ 3ms/ 3ms/ 0.1ms/ 8ms / 10ms/
o MC MC MC MC 0,1mc MC MC
=) 99.99%
7)) 0.05%
ims/
3 MIRE 1mc
8 0.1ms/
(&) 0,1mc
< 99.99%
0.05%
MAD Ims/
imc
0.1ms/
0,1mc
99.99%
0.05%
PMO Ims/
imc
0.1ms/
0,1mc
99.99% 99.99% 99.99% 99.99% 99.99%
0.5% 0.5% 0.5% 0.5% 0.05%
IST* 80ms / 94ms / 89ms / 88ms/ ims/
MC MC MmC MmC 1mc
8ms/ 8ms/ 8ms / 8ms / 0.1ms/
MC MC MmC MmC 0,1mc
99.99% 99.99% 99.99% 99.99% 99.99%
0.5% 0.5% 0.5% 0.5% 0.05%
NYC 140ms / 154ms / 149ms / 148ms / Ims/
MC MC MC MC imc
10ms/ 10ms / 10ms/ 10ms/ 0.1ms/
MC MC MC MC 0,1mc
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99.99%
0.05%
DEW Ims/
1mc
0.1ms/
0,1mc
Legende: / Availability = Availability of Service Level /
NosicHeHHA: [ocTynHicTb = [lOCTYMHICTb PiBHS nocnyr
Frame Loss =Performance: frame loss /
Brparta kaapy =
MpoayKTUBHICTL:BTPaTa Kagpy
RTT = Performance: round trip dely (for up to 97.5% of frames) /
RTT = NpoayKTUBHICTb:UMKNi4Ha 3aTpumka (Ao 97,5% Kaapis)
Jitter = Performance: Jitter (for up to 97.5% of frames)
/
HecTilka cuHXpoHi3auia = MNpoaykTuBHicTb:HecTilka
CUHXpOHi3auisa (8o 97,5% kagpis)
Access Side = Customer physical connection location
/
CTtopoHa pocTtyny = MicLieaHaxomKkeHHst di3nyHoro Service Side = GlobePEER Service Side /
3'e4HaHHA KopucTyBada CrtopoHa nocnyru = CtopoHa nocnyrun GlobePEER
* Customers connected from outside Istanbul city SLA is reduced to 99.70%. Performance and avialability +0.1% +5ms +100ms (according to the list of DE-
CIX Istanbul on net locations) /
*KinbkicTb KOpucTyBadiB, NiAKM0YeHMX 3a paMkamu Yroam npo pieHb nocnyr ans Ctambyna, ckopoTtunocs Ao 99,70%.MpoayKTMBHICTL | 4OCTYNHICTD
+0,1% +5mc +100mc (y BianosiaHocTi 3 nepenikom DE-CIX Ctambyn Ha MicLie3HaxomKeHHSAX Mepesxi)

9.  Service definition and service level: | 9.  Bu3HayeHHSA nocnyr i piBHi

Cloud Performance Index nocnyr:lHgekc NPOAYKTUBHOCTI
XMapu

9.1. DE-CIX may publish upon request by a | 9.1. 3a 3anutom naptHepa DirectCLOUD,
DirectCLOUD Partnerconnected to nigkntoyeHoro ao DirectCLOUD, DE-
DirectCLOUD the “Cloud Performance CIX M™moxe onybnikyBatm «iHOEKC
Index” (CPI) of that DirectCLOUD npoaykTuBHocTi xmapwu» (CPI) Takoro
Partner on the DE-CIX website. napTHepa DirectCLOUD Ha canti DE-

CIX.

9.2. The Cloud Performance Index | 9.2. |HOekc NPOOYKTUMBHOCTI XMapwu Onucye
describes the latency of the connection 3aTPUMKY 3'€QHaHHA MDK MepexXeBuM
between the network egress of a Buxogom napTtHepa DirectCLOUD,
DirectCLOUD Partnerconnected to nigknioyeHoro ao  DirectCLOUD, i
DirectCLOUD and the ingress of the Bxogom nnatgopmmn DE-CIX, ska
DE-CIX platform, which is measured BUMIPIOETbLCS napTHepom
by the DirectCLOUD Partner itself DirectCLOUD camocTinHo 3 DE-CIX y
independently from DE-CIX under the HanBinbLL MMOBIPHUX ymoBax
best possible usage conditions. BUKOPUCTAHHA.

9.3. The different CPI-classes shall have | 9.3. Pi3Hi knacu CPl nokasyiloTb HaCTymMHi
the following significance: 3HaYeHHs:
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a) “A+” The network egress of the a) «A+»:MepexeBun Buxig napTHepa
DirectCLOUD Partner is located in DirectCLOUD 3HaxoauTbCa B TOMY X
the same data centre as the DE-CIX LUeHTpi 06pobkn AaHux, Wo i goctyn
access with a latency of < 1 ms. no DE-CIX i3 saTpumkoto <1 mc.

b) “A”: The network egress of the b) «A»:MepexeBun Buxig napTHepa
DirectCLOUD Partner is located in DirectCLOUD 3HaxoauMTbCs B TUX X
the same DE-CIX regions as the DE- perioHax DE-CIX, wo i goctyn po
CIX access with a latency of < 1 ms. DE-CIX i3 3aTpumMKoto <1 MC.

c) “B™ The network egress of the c) «B»:MepexeBun Buxia napTHepa
DirectCLOUD Partner is located in DirectCLOUD 3HaxoguTbCs B TOMY X
the same metro-area as the DE-CIX MiCUi 3 NPUMICbKOO 30HOW, WO i
access with a latency of < 5 ms. poctyn po DE-CIX i3 3aTpumkoto

<5 mc.

d) “C” The network egress of the d) «C»:MepexeBuin Buxig naptHepa
DirectCLOUD Partneris located in the DirectCLOUD 3HaxoguTbCs B TOMY X
same metro-area as the DE-CIX MiCLi 3 NPUMICBLKOD 30HOH, WO |
access with a latency of > 5 ms. poctyn po DE-CIX i3 3aTpumkotro

>5 mc.
9.4. Because the CPI value is measured by | 9.4. Tak gk 3HadyeHHa CPl BumiptoeTbCs

the DirectCLOUDPartner under the
best possible usage conditions and
refers only to the connection to the DE-
the actual

practice will be higher in most cases,

CIX access, latency in
depending on the current workload
the
DirectCLOUD Partner systems used

running on respective
and any possible forwarding of the
the  DirectCLOUD

Partner’s internal network.

signal  within

napTHepom DirectCLOUD y HanbinbL
NMOBIPHMX YMOBax BWKOPUCTAHHSA i
CTOCYETbCA TiNbKM nig'egHaHHA  [o
poctyny go DE-CIX,
3aTpumMka byge B OiNbLIOCTI BMNagkiB

dakTnyHa

OinbLUOO, B 3aNeXHOCTi Big NOTOYHOro

poboyoro HaBaHTaXXeHHs Ha
BMKOPWUCTOBYBaHI BIiAMNOBIgHI cucTEMU
naptHepa DirectCLOUD i 6yab-sikoro
MOXIMBOrO  HanpsiIMKy  curHany B
Mexax BHYTPILIHLOI Mepexi napTHepa

DirectCLOUD.

26 February2018, version 3.0 /

www.de-cix.net

Page 7|9/
C.7]9




"In case of contradictions between English and Ukrainian the English I’
version shall prevail"

D€ CIX

Where
networks
meet

10. Service definition and service level: | 10. Bu3sHayeHHA nocnyr i piBHi
DE-CIX customer support service: nocnyr:Cnyxb6a nigTpUMKu KnieHTiB

DE-CIX
The provisions of the Master SLA shall 3acToCoBYOTLCA MOMOXEHHSA
apply. OCHOBHOT yroau npo piBeHb NOCIyr.

11. Breach of service level, credit |11. T[MopyweHHA pIBHA nocnyr, cuctema
system: KpeauTiB:

The provisions of the Master SLA shall 3acToCoBYOTLCA MOMOXEHHSA
apply. OCHOBHOT yroau npo piBeHb NOCIyr.

12. Credit amounts: 12. Cymu KkpeauTiB:

12.1. The following credit amounts shall | 12.1. HactynHi cymu Kpeauty
apply to breaches of service levels for 3aCTOCOBYHOTLCA  LWOAO  MOpYLUEHb
the DirectCLOUD service. piHiB nocnyru DirectCLOUD.

12.2. Availability (per calendar month): 12.2. [locTynHicTb (3a KaneHaapHUn Micsaub):
The provisions of the Master SLA shall 3acToCoBYOTbCA MONOXEHHSA
apply. OCHOBHOT yroan nNpo piBeHb NOCHyr.

12.3. Performance (per day): 12.3. MNMpoayKTMBHICTb (3a AeHb):

Breach of performance level for a time lMopylleHHsT  piBHA  NPOAYKTMBHOCTI
period of up to 4 hours: 3% npoTArom nepiogy 40 4-X roauH:
credit 3% kpegut
Breach of performance level for a time MopylweHHs  piBHA  NPOAYKTMBHOCTI
period of more than 4 hours: NPOTAroM GinbLU HiXX 4-X rOOWH:
6% credit 6% kpeguT
12.4. Credit percentages are in relation to | 12.4. lpoueHTHa CcTaBka NO  KpeauTy

the monthly recurring fee payable to
DE-CIX for use of the DirectCLOUD
service.

pO3paxoBYETLCA BiAHOCHO LLIOMICAYHOT
nnatm Ha kKopuctb DE-CIX 3a
KOPUCTYBaHHS Nocrnyrow
DirectCLOUD.
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13.

Credit claim procedure and dispute

13.

Mpoueaypa nopaHHA npeTeH3ii no

resolution: KpeauTy n BperynoBaHHs
cynepevok:
The provisions of the Master SLA shall 3acToCcoBYOTLCA MOMOXEHHSA

apply.

OcHOBHOI yrogm npo piBeHb NOCyr.
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