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CAM KET CHAT LUQNG DICH VU

Tai NextIS cac dich vu dugc xay dung va van hanh dudi su kiém soat chét luong nghiém ngat
v6i ty 18 trang thai sdn sang (Uptime) 1én téi 99.9%. Ban cam két chét lugng dich vu (SLA) nay dugc
khoi tao v6i muc dich quy dinh rd trach nhiém va chinh sach bdi thudng cua NextIS trong trudng
hop NextIS khong dap ting duge nhimg cam két nay bén canh nd lyc va mong mudn dem lai dich vu
t6t nhat cho khach hang khi sir dung.

1. Noi dung cam két

NextIS cam két mirc uptime hang thang ciia dich vy nhu sau:

T4t ca cac dich vu 99,9% 43 phut

Uptime hang thang cua dich vu dugc tinh bang cong thirc:
Uptime = [(43200 — S6 phuit bi gidn doan):43200] x 100%
Néu nho hon muc cam két trén, NextIS thuc hién boi thuong theo gia tri dich vu cia thang
khong dat cam két (trén co s& so tien khach hang da thanh todn cho NextIS dugc chia theo cac thang),
trong do ty 1€ boi thuong duge quy dinh nhu sau:

Ti 1& boi thwong theo gia tri dich vu

Tir 99% dén nhé hon mic cam két 10%
Tir 95% dén 98.99% 25%
Tir 90% dén 94,99% 50%
Duéi 90% 100%

2. Cach thirc bdi thuong

bé yéu cau boi thuong theo Cam két chat lugng dich vy, khach hang thuc hién dang nhéap vao
hé théng quan 1y dich vu (https://sd.nextis.com.vn) dé giri ticket yéu cau bodi thuong, hodc goi tdi
Hotline ctia NextIS theo sb 0707 96 00 88.

NextIS tong hop tat ca thong tin lién quan dé khach hang xac nhén lai 1an cubi trudce khi thyuc
hién hoan tra. Thoi gian kiém tra va giai quyét yéu cau boi thuong t6i da 03 ngay lam viéc thude gio
hanh chinh.

Néu yéu cu du diéu kién thuc hién (tirc khong thudc cac diéu kién loai trir nhu d3 néu trén),
NextIS s€ 1ap tirc hoan tra lai gia tri boi thuong dugc tinh theo cong thic va theo quy dinh nhu da néu
trén. Gia tri boi thudng dugc hoan tra theo S tai khoan ctia khach hang yéu cau.

3. Céc truong hop mién trir bdi thuong

Trong cac truong hop sau ddy, néu gian doan phat sinh do nhiing nguyén nhan nay NextIS

khong thuc hién bdi thudng, cu thé:
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Bét ky gian doan duong truyén nao khéng nam trong pham vi kiém soét ciia NextIS;

Qua tai do bi DDOS, bj tan cong c6 chu dich vao bat ky thanh phan nio ctua may chu;

Céc trudong hop giy ra boi cac yéu td ngoai tAm kiém soat ctia NextIS nhu chién tranh, hoa
hoan, 1u lut, khing bo, dich bénh, cam van, chay chap thiét bi may chu, hodc cac yéu cau cua
co quan quan ly nha nudéc;

Bi tac dong bdi bat ky thao tac trén Control Panel, thao tac cAu hinh do khach hang thyuc hién
hodc do nhan vién thuc hién theo yéu cau cta khach hang trong qua trinh ho trg khach hang;
Str dung dich vu sai muc dich, vi pham céc diéu khoan trong Thoéa thuan st dung cuia NextIS;
St dung dich vu vuot qua cac thong s ky thudt quy dinh cua timg dich vy;

Dich vu hét han hodc bj anh huodng boi quy trinh gia han, nang cép, chuyén doi g6i dich vy;

Bét ky truy cap nao duoc cho 1a gidn doan ma nguyén nhan 16i xuat phat tir may tinh, thiét bi
hodc tir trinh duyét web, thiét bi di dong;

Lbi phat sinh tir phdn mém, cong nghé ciia bén thir ba;

Cac truong hop downtime khac do xuét phat tir yéu cau cia trung tam dit lidu.

Chi tiét v6i tirng dich vu:
+ Dich vu Hosting

St dung dich vu lién quan dén cac chuong trinh quang cdo, ting view, gdy tang luu lwong
truy cap vuot qua tai nguyén hosting.

Céc 15i phat sinh do ma ngudn ciia website, trinh cam (plugins), themes, ma ngudn bi lay
nhiém Malware, Virus, Phishing.

May chi chan IP truy cdp dé ngin chin tan cong DDOS hodc do ngudi dung ding nhap thét bai
quéa nhiéu lan.

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

+ Dich vu Email

Gui va nhan email théng qua phan mém ctia bén thir 3.

Email giri di khong dén dich do IP may chu tam thoi bi tir chdi boi hé thong tiép nhan hodc bi
hé thong ti€p nhan nhéan dién la Spam.

Khong nhin dugc email do may chui nhan dién thu dén 1a Spam, dich vu email cia nguoi
gui bi 101.

Tén mién ctia khach hang hoic lién két chira trong ndi dung email dang nam trong danh sach
den cua mot trong cac to6 chitc chong Spam va Phishing

* Dich vu Cloud VPS/ Cloud Server

L4i do tac dong cta ngudi quan tri tir phia khach hang trén trang quan 1y hodc tryc tiép trén
Cloud VPS/ Cloud Server .

Khong bao gdm cic tac dong do 16i phan mém, 16i phat sinh do bi nhidm Virus,
Malware.

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

Céc 18i do cau hinh va phan mém bén trong may chii Cloud VPS.

+ Dich vu tén mién va mdy chit DNS

Khong bao gdm cac gian doan do tén mién bj khoa va trong qua trinh chuyén ddi trang thai,



dd1 name servers.
Tén mién ndm trong giai doan bi tranh chép, bi khoéa do vi pham chinh sach.
Gian doan xay ra do DNS Cache.

Céc anh huong do thoi gian chd tén mién kich hoat, di IP.
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