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BAN CAM KET CHAT LUQNG DICH VU (SLA)

Service Level Agreement — dp dung cho cdc dich vu trén nén tdng fomiyun.com

(FomiCloud)

Pon vi chi quan nén tang: Cong ty Co phan Fomiyun Viét Nam

Ma s6 doanh nghiép: 0111536886

Dia chi tru sé: NO28 - L6 31 Khu Dich vu Thrwong mai & Nha ¢ Ha Tri, Buwong Ha Tri,
Phuong Ha Pong, Thanh pho Ha NGi

Hotline: 1900066822 — Email: contact@fomiyun.com

Website: https://fomiyun.com (thwong hiéu dich vu: FomiCloud)

1. Pham vi va dinh nghia

Béan cam két nay ap dung cho céac dich vu Cloud VPS, Object Storage, Kubernetes

Managed va dich vu lién quan do cong ty cung cap, la bo phan khong tach roi caa thoa

thudn cung cédp dich vu gitta cong ty va khach hang.

"Uptime": ty 1€ thoi gian dich vu san sang hoat dong trong mot thang dwong lich;

"Thoi gian gian doan": khoang thoi gian dich vu khong san sang do 16i thugc trach
nhiém ctia cong ty, tinh tir khi si c6 dugc hé thong giam sat ghi nhan hoac khach
hang thong bao hgp 1€, dén khi dich vu dugce khéi phuc;

"Baéo tri c6 ké hoach": thoi gian bao tri, nang cap hé thong dwgc cong ty thong bao
tredc toi thiéu 24 gio.

2. Cam két mirc chat hwgng

Uptime ha tang dich vu: t6i thiéu 99,5% moi thang duwong lich cho tirng dich vy;
Cong thitc: Uptime (%) = [(tong so phut trong thang — s6 phtit gian doan do 16i ctia
cong ty) / tong so6 phtt trong thang] x 100;

Thai gian tiép nhan sy c6 nghiém trong (P1 — dich vu ngirng toan bd): trong vong
30 phuit, 24/7;

Thaoi gian phan hoi si ¢d suy giam (P2): trong vong 02 gid; yéu cau ho trg thong
thuong (P3): trong vong 24 gio lam viéc;

Kénh ho trg: live chat, ticket, email, hotline theo Hinh thitc ho trg tryc tuyén da
cong bo.




3. Cac truong hop loai tri
Khong tinh vao thoi gian gian doan khi xac dinh uptime:
- Bao tri c6 ké hoach da dwgc thong bao trudc toi thiéu 24 gio;

— Loi phat sinh tir phan mém, hé diéu hanh, cau hinh do khach hang cai dat hodc thao
tac cta khach hang (khéi dong lai, tat may, xoa tai nguyén...);

- Tan cong mang nham tryrc tiép vao tai nguyén cta khach hang (DDoS...); su c6 cua
nha cung cap két ndi trung gian ngoai pham vi kiém soat cta cong ty;

- Su kién bat kha khang theo quy dinh phap luat;

- Thoi gian dich vu bi tam ngtrng do khach hang vi pham chinh sach hodc chwa thanh
toan phi dén han.

4. Mixc boi hoan khi khong dat cam két
Khi uptime thang ctia mot dich vu thap hon 99,5%, khach hang dwoc boi hoan cwdc phi
tinh trén phi thang cua dich vu bi dnh hwdng, theo cac mic:
- Uptime ttr 99,0% dén dwdi 99,5%: boi hoan 10% phi thang;
Uptime ttr 95,0% dén dudi 99,0%: boi hoan 25% phi thang;
Uptime tr 90,0% dén dwdi 95,0%: boi hoan 50% phi thang;
Uptime dwdi 90,0%: boi hoan 100% phi thang.
Theo Iwa chon cta khach hang, khoan boi hoan c6 thé dwgc hoan bang tién theo Chinh
sach hoan tién da cong bo. Doi vai dich vu tra theo nam, "phi thang" dwgc xac dinh bang

phi nam chia 12.
5. Tha tuc yéu cau boi hoan
Khach hang gri yéu cau qua hé thong ticket hoac email ho trg trong vong 30 ngay ké tw
khi két thiic thang xdy ra gian doan, néu r6 dich vu bi anh hwéng, thoi diém va biéu hién
su c6. Cong ty doi soat vai dir liéu giam sat va phan hoi két qua trong toi da 07 ngay lam
viéc. Khoan tin dung dwgc cong vao tai khoan dich vu va tw dong trtv vao chu ky thanh
toan ke tiép.
6. bieu khoan chung
- Mitc boi hoan theo SLA 1a bién phap khac phuc duy nhat va t6i da doi véi viéc dich
vu khong dat cam két uptime, triv treong hgp phap luat cé quy dinh khac;
- Tong mitc boi hoan trong mat thang khong viegt qua 100% phi thang cia dich vu bi
anh huwéng;
- Cam két SLA c6 thé dugc diéu chinh nang cao theo thoa thuan riéng bang van ban
doi vai khach hang doanh nghiép.
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Chinh sdch nay cé6 hiéu luc ké tir ngay 20 thang 08 ndm 2026 va co thé dugc cdp nhat
theo turng thoi ky. Phién ban cdp nhat sé dugc ddng tdi cong khai trén website
fomiyun.com va cé hiéu lvc ké tir thoi diém ddng tdi, trie truong hop cé quy dinh khdc.

PAI DIEN CONG TY CO PHAN FOMIYUN VIET NAM
(Ky, ghi ré ho tén, déng ddu)

GIAM POC

Nouyin Tién Hhoa
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