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CAM KET CHAT LUQNG DICH VU

Tai INET cac dich vu dugc xay dung va van hanh duoi sy kiém soat chat luong nghiém
ngat voi ty 1€ trang thai san sang (Uptime) [én t61 99.9%. Ban cam két chét lugng dich vu (SLA)
nay duoc khaoi tao voi muc dich quy dinh r6 trach nhi¢m va chinh sach boi thuong cua iNET
trong trudng hop iNET khong dap tung dugc nhimg cam két ndy bén canh nd luc va mong
muén dem lai dich vu t6t nhat cho khach hang khi st dung.

1. Noi dung cam két
iNET cam két mtc uptime hang thang cia dich vu nhu sau:
Dich vu Cam két Uptime Cam két downtime tdi da (phiit)
Tt ca cac dich vu 99,9% 43 phit
Uptime hang thang cua dich vu duoc tinh bang cong thuc:
Uptime = [(43200 — S6 phiit bi gidn doan):43200] x 100%

Néu nhé hon muc cam két trén, iNET thuc hién bdi thuong theo gié tri dich vu cua
thang khong dat cam két (trén co so sb tién khach hang di thanh toan cho iNET dugc chia theo
cac thang), trong d6 ty 18 bdi thudng duoc quy dinh nhu sau:

Uptime Ti 1 boi thwong theo gia tri dich vu
Tir 99% dén nhd hon muac cam két 10%

T 95% dén 98.99% 25%

Tir 90% dén 94,99% 50%

Dudi 90% 100%

2. Cach thitc boi thwong

pé yéu cau boi thuong theo Cam két chat luong dich vy, khach hang thyc hién dang
nhap vao hé théng quan 1y dich vu (https://inet.vn ) dé gt ticket yéu cau bdi thudng, hodc goi
t61 tong dai iNET theo sé 19009250.

iNET tong hop tat ca thong tin lién quan dé khach hang xac nhan lai 1an cudi truéc khi
thyc hién hoan tra. Thoi gian kiém tra va giai quyét yéu cau boi thuong tdi da 03 ngay lam viéc
thudc gio hanh chinh.

Néu yéu cau du diéu kién thyc hién (tic khong thudc cac diéu kién loai trir nhu da néu
trén), INET s€ 1ap tirc hoan tra lai gia tri boi thuong dugc tinh theo cong thirc va theo quy dinh
nhu da néu trén. Gia tri boi thuong duoc hoan tra theo So tai khoan cua khach hang yéu cau.

3. Cac truwdng hop mién trir bdi thwong

Trong céac trudng hop sau ddy, néu gian doan phét sinh do nhitng nguyén nhan nay
iNET khéng thuc hién boi thuong, cu thé:

- Batky gian doan dudng truyén nao khong nam trong pham vi kiém soat ctia iNET.

- Qua4 tai do bj DDOS, bi tin cong c¢6 chu dich vao bat ky thanh phan nao cia may chi;

- Céc truong hop giy ra boi cac yéu td ngoai tim kiém soat cua iNET nhu chién tranh,
hoa hoan, lii Iut, khing b, dich bénh, cdm van, chay chap thiét bi may chii, hodc cac
yéu ciu cua co quan quan 1y nha nudc.

- Bitac dong boi bat ky thao tac trén Control Panel, thao tac c4u hinh do khach hang thuc
hién hodc do nhan vién thuc hién theo yéu cau cua khach hang trong qua trinh ho tro
khéach hang.

- Str dyng dich vu sai muyc dich, vi pham cac diéu khoan trong Thoa thuan su dung cia
iINET;
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Str dung dich vu vuot qua cac thong ) ky thuat quy dinh cua tung dich vu.

Dich vu hét han hodc bi anh huong bdi quy trinh gia han, nang cép, chuyén doi g6i dich
VUL

Bét ky truy cap nao duoc cho 1a gian doan ma nguyén nhan 156i xuit phat tir may tinh,
thiét bi hodc tir trinh duyét web, thiét bi di dong.

Ldi phat sinh tir phan mém, céng nghé cia bén thit ba.

Céc trudng hop downtime khac do xuat phat tir yéu cdu cua trung tam di liéu.

Chi tiét v6i timg dich vu:

Dich vu Hosting

St dung dich vu lién quan dén cac chwong trinh quang cao, ting view, giy ting luu
luong truy cép vuot qua tai nguyén hosting.

Céc 16i phat sinh do ma ngudn cua website, trinh cim (plugins), themes, mi ngudn bi
lay nhiém Malware, Virus, Phishing.

May chu chin IP truy c4p dé ngan chin tin cong DDOS hodc do ngudi ding ding nhap
that bai qua nhiéu lan.

Céc 16i lién quan dén kich ban hoat dong cua code web.

Dich vu Email

Giri va nhan email thong qua phan mém cua bén thir 3.

Email giri di khong dén dich do IP may chu tam thoi bi tir chdi boi hé thng tiép nhan
hoic bi hé thdng tiép nhan nhan dién 1a Spam.

Khéng nhan dugc email do mdy chu nhan di¢n thu dén la Spam, dich vu email cua
ngudi giri bi 16i.

Tén mién cua khach hang hoic lién két chira trong ndi dung email dang nam trong danh
sach den ctia mot trong céc to chirc chdng Spam va Phishing

Dich vu Cloud VPS/ Cloud Server

Lbi do tac dong clia ngudi quan tri tir phia khach hang trén trang quan 1y hodc truc tiép
trén Cloud VPS/ Cloud Server .

Khong bao gém cac tic dong do 18i phan mém, 18i phat sinh do bi nhiém Virus,
Malware.

Khong bao gém gian doan do lién két mang noi bo tir Cloud VPS/ Cloud Server dén
mot Cloud VPS/ Cloud Server khac

Céc 16i do cAu hinh va phdn mém bén trong may chi Cloud VPS.

Dich vu tén mién va mdy chit DNS

Khong bao gdm cac gian doan do tén mién bi khoa va trong qua trinh chuyén doi trang
thai, ddi name servers.

Tén mién nam trong giai doan bi tranh chép, bi khéa do vi pham chinh sach.

Gian doan xay ra do DNS Cache.

Céc anh huong do thoi gian cho tén mién kich hoat, d6i IP.

CONG TY TNHH PHAN MEM INET.



