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Certain words are used with the specific meanings set out in the General Terms part of  Our Customer Terms at http://www.telstra.com.au/customer-terms/business-government/cloud-services/, or in the General Terms of Our Customer Terms at http://www.telstra.com.au/customer-terms/business-government/index.htm
[bookmark: _Toc454558304][bookmark: _Toc454558392][bookmark: _Toc46927727][bookmark: _Toc139614563][bookmark: _Toc444098299][bookmark: _Toc444098597][bookmark: _Toc454446751]APPLICABLE TERMS
In addition to this Cloud Infrastructure Section of Our Customer Terms, unless we agree otherwise, the following terms also apply:
General Terms of Our Customer Terms (see http://www.telstra.com.au/customer-terms/business-government/index.htm); and
General Terms of the Cloud Services section (see https://www.telstra.com.au/customer-terms/business-government/cloudservices); and 
other parts of the Cloud Services section, depending on the nature of the products and services that you receive from us.
[bookmark: _Toc454558305]For an explanation of the interrelationship between the various sections of Our Customer Terms see clause 1 of the General Terms of the Cloud Services section at the link above.
[bookmark: _Toc46927728][bookmark: _Toc139614564][bookmark: _Toc454446752][bookmark: _Toc454558307][bookmark: _Toc454558394]AVAILABILITY
Virtual server (shared)
From 15 August 2020, Virtual server (shared) services will no longer be available to new customers.
From 15 November 2020, Virtual server (shared) services will no longer be available to purchase for existing customers, but you can continue to use your existing subscriptions until 15 November 2021. 
From 15 November 2021, Virtual server (shared) will be exited and all services will be discontinued.
Virtual Server (dedicated)
From 28 April 2023, Virtual Server (Dedicated) Generation 1 and Generation 2 (including Managed BackUp) is not available for purchase by new customers. Existing customers may continue to receive Virtual Server (Dedicated) Generation 1 and Generation 2 on existing terms until further notice. 
Managed Backup
From 30 June 2023, the Managed Backup Service is no longer be available for order by new customers. 
From 30 June 2023, customers with existing Managed Backup services can continue to use the service as-is up until the exit date, but we recommend that customers export their backup data in advance of the exit date.
From 30 November 2024, we will exit the Managed Backup Service and cancel remaining Managed Backup services.
[bookmark: _Toc46927729][bookmark: _Toc139614565]GENERAL
We do not monitor or manage any of your other services, including any of your other services provided under the Cloud Services section as part of your Cloud Infrastructure product.
Your options for configuring your Cloud Infrastructure products are set out on the Cloud Services portal at https://cloud.telstra.com/, or in your application form or other agreement with us.
You are responsible for ensuring that you comply with the licence terms of any software (such as application software or operating system) which you install or use in connection with your Cloud Infrastructure products.
You will be given a high degree of control over your Operating System configuration and management. Subject to the Australian Consumer Law provisions in the General Terms of Our Customer Terms, if you configure and manage your Operating System in such a manner that causes disruption to your service and/or deletion of any of your data, you will be responsible for any loss that you suffer as a result and you may need to pay us an additional charge to fix any problems, except to the extent the disruption to your service and/or deletion of any of your data is caused or contributed to by our (or our contractors’) negligence or breach of Our Customer Terms.
[bookmark: _Toc312857603][bookmark: _Toc312857714][bookmark: _Toc312857822][bookmark: _Toc312857927][bookmark: _Toc312858026][bookmark: _Toc312873297][bookmark: _Toc312873396][bookmark: _Toc312873501][bookmark: _Toc312873582][bookmark: _Toc312873667][bookmark: _Toc312873752][bookmark: _Toc312873836][bookmark: _Toc312873920][bookmark: _Toc312874091][bookmark: _Toc313003506][bookmark: _Toc313003627][bookmark: _Toc313003660][bookmark: _Toc313003707][bookmark: _Toc313014006][bookmark: _Toc313017883][bookmark: _Toc312857604][bookmark: _Toc312857715][bookmark: _Toc312857823][bookmark: _Toc312857928][bookmark: _Toc312858027][bookmark: _Toc312873298][bookmark: _Toc312873397][bookmark: _Toc312873502][bookmark: _Toc312873583][bookmark: _Toc312873668][bookmark: _Toc312873753][bookmark: _Toc312873837][bookmark: _Toc312873921][bookmark: _Toc312874092][bookmark: _Toc313003507][bookmark: _Toc313003628][bookmark: _Toc313003661][bookmark: _Toc313003708][bookmark: _Toc313014007][bookmark: _Toc313017884][bookmark: _Toc312857605][bookmark: _Toc312857716][bookmark: _Toc312857824][bookmark: _Toc312857929][bookmark: _Toc312858028][bookmark: _Toc312873299][bookmark: _Toc312873398][bookmark: _Toc312873503][bookmark: _Toc312873584][bookmark: _Toc312873669][bookmark: _Toc312873754][bookmark: _Toc312873838][bookmark: _Toc312873922][bookmark: _Toc312874093][bookmark: _Toc313003508][bookmark: _Toc313003629][bookmark: _Toc313003662][bookmark: _Toc313003709][bookmark: _Toc313014008][bookmark: _Toc313017885][bookmark: _Toc312857606][bookmark: _Toc312857717][bookmark: _Toc312857825][bookmark: _Toc312857930][bookmark: _Toc312858029][bookmark: _Toc312873300][bookmark: _Toc312873399][bookmark: _Toc312873504][bookmark: _Toc312873585][bookmark: _Toc312873670][bookmark: _Toc312873755][bookmark: _Toc312873839][bookmark: _Toc312873923][bookmark: _Toc312874094][bookmark: _Toc313003509][bookmark: _Toc313003630][bookmark: _Toc313003663][bookmark: _Toc313003710][bookmark: _Toc313014009][bookmark: _Toc313017886][bookmark: _Toc312857607][bookmark: _Toc312857718][bookmark: _Toc312857826][bookmark: _Toc312857931][bookmark: _Toc312858030][bookmark: _Toc312873301][bookmark: _Toc312873400][bookmark: _Toc312873505][bookmark: _Toc312873586][bookmark: _Toc312873671][bookmark: _Toc312873756][bookmark: _Toc312873840][bookmark: _Toc312873924][bookmark: _Toc312874095][bookmark: _Toc313003510][bookmark: _Toc313003631][bookmark: _Toc313003664][bookmark: _Toc313003711][bookmark: _Toc313014010][bookmark: _Toc313017887][bookmark: _Toc312857608][bookmark: _Toc312857719][bookmark: _Toc312857827][bookmark: _Toc312857932][bookmark: _Toc312858031][bookmark: _Toc312873302][bookmark: _Toc312873401][bookmark: _Toc312873506][bookmark: _Toc312873587][bookmark: _Toc312873672][bookmark: _Toc312873757][bookmark: _Toc312873841][bookmark: _Toc312873925][bookmark: _Toc312874096][bookmark: _Toc313003511][bookmark: _Toc313003632][bookmark: _Toc313003665][bookmark: _Toc313003712][bookmark: _Toc313014011][bookmark: _Toc313017888][bookmark: _Toc374054139][bookmark: _Toc444098301][bookmark: _Toc444098599][bookmark: _Toc454446753][bookmark: _Toc454558308][bookmark: _Toc454558395][bookmark: _Toc46927730][bookmark: _Toc139614566]CLOUD INFRASTRUCTURE
Cloud Infrastructure (formerly Utility Hosting) provides you with an allocation of shared and dedicated infrastructure resources that are located in our global data centres and delivered as a service with offerings outlined in this section.
You may apply for one or more of the following Cloud Infrastructure offerings:
1. COMPUTE
Gen1
Virtual Server (shared)
Virtual Server (dedicated)
Managed Virtual Server (dedicated)
Gen2
1. Virtual Server (dedicated) Gen2
BACKUP
1. Managed Backup (formerly Backup Essential)
If you acquire a Cloud Infrastructure product from 16 December 2013 with a minimum term, after expiry of the minimum term, the charges for the Cloud Infrastructure product default to our then currently monthly charges (as set out on the Cloud Services portal), unless you enter into a new minimum term contract with us.
If you select a Cloud Infrastructure product with a minimum term and cancel your Cloud Infrastructure product before the end of the minimum term or we cancel your product as a result of your breach, we may charge you an early termination fee.  Unless otherwise set out in Your Agreement, the early termination fee will be an amount equal to the actual costs and expenses that we have incurred or committed to in anticipation of providing the service to you and that cannot be reasonably avoided by us as a result of the termination, which will not exceed an amount equal to 50% of your fees and charges multiplied by the number of remaining months in your service schedule term plus any setup fees (if there are any setup fees which you have not already paid).
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You may apply for the following compute options:
1. Gen1
1. Virtual Server (shared)
1. Virtual Server (dedicated)
1. Managed Virtual Server (dedicated)
Gen2
1. Virtual Server (dedicated) Gen2
Prior to our execution of some service requests (including changes to your CPU and RAM configurations and restoration of storage snapshots) we may request that you power down the relevant server(s). We may be unable to address your service request until you have disabled the relevant server(s).
You need to nominate a system administrator to manage your servers and user access to the management console. You may request that we activate additional users or change existing user access privileges to the console. 
If your service includes a Virtual Private Network (VPN) service, you will be responsible for loading and configuring any VPN software on your equipment.
We do not provide you with physical access to the server infrastructure.
We do not provide a facility for you to use accessories or peripheral devices with your server infrastructure, such as USB attachments or licence key dongles.
[bookmark: _Toc454558310][bookmark: _Toc454558397][bookmark: _Toc46927732][bookmark: _Toc139614568]Software
From time to time we may make available different software services on the Cloud Services portal or via Your Agreement.  The terms and conditions applicable to your use of the software are set out in Enterprise Software part of the Cloud Services section of Our Customer Terms at http://www.telstra.com.au/customer-terms/business-government/cloud-services/.
[bookmark: _Toc454558311][bookmark: _Toc454558398][bookmark: _Toc46927733][bookmark: _Toc139614569]Operating Systems
The Operating Systems service includes a choice of pre-packaged operating systems for use with your shared or dedicated server(s).
If you have an existing licence to use one of the pre-packaged operating systems which are set out in Your Agreement, you may use your existing operating system licence provided that you comply with the vendor software licensing terms and your operating system meets any compatibility requirements specified by us from time to time.
Where you provide your own operating system licence you are responsible for obtaining and maintaining an appropriate licence to use the operating system you provide on our service platform.
As set out in the table below, you may supply or request an operating system on shared or dedicated infrastructure in the following configurations.
	Compute services
	Operating system
Software media & License key(s):
Shared
	Operating system
Software media & License key(s):
Dedicated

	Gen1
	
	

	Virtual Server (shared)
	Telstra supplied
	N/A

	Virtual Server (dedicated)
	N/A
	Customer supplied

	Managed Virtual Server (dedicated)
	N/A
	Telstra supplied
or
Customer supplied
(License key only)

	Gen2
	
	

	Virtual Server (dedicated) Gen2
	N/A
	Customer supplied


[bookmark: _Toc454558312][bookmark: _Toc454558399][bookmark: _Toc46927734][bookmark: _Toc139614570]Storage
The Storage service provides you with access to storage capacity on our service platform that can be used by you for various purposes including to store your data and applications.
You may apply for one or more of the following storage services:
1. Performance – suitable for workloads of up to 20,000 input/output operations per second (IOPS), such as databases and business analytics; or
1. Active – suitable for workloads up to 1,000 IOPS, such as standard file, print and mixed workloads.
Your Storage service includes:
1. a data repository which may be partitioned into virtual disks for storing application, Operating System and file system data (you may request that we create additional disk partitions and we may charge you a fee); and
1. levels of redundancy within our storage platform.
As part of the process for provisioning your Storage service, you may have existing data which you wish to migrate onto our storage platform.  Refer to the Import and Export service below for further information.
Once a system disk has been created in your storage repository the storage capacity of the virtual disk cannot be decreased.
You are responsible for ensuring that all disks provided under the Storage service have sufficient free storage capacity in accordance with the system requirements for the relevant operating system you have selected.
[bookmark: _Toc454558313][bookmark: _Toc454558400][bookmark: _Toc46927735][bookmark: _Toc139614571]Backup
The Backup service provides you with a facility to backup and restore your data on servers located in our managed data centres in the event of data corruption or failure.
The type and amount of data that will be backed up and the duration for frequency at which it is kept will depend on your chosen configuration.
We will retain daily copies of file data and operating system data within the data repositories accessed by the servers and configured for backup for the retention periods set out Your Agreement.
We will not retain your backup data if you have terminated your service with us.
The Backup service backs up your operating system data and file data that is not otherwise being accessed at the time of the backup, in accordance with Your Agreement.
We may not be able to provide you with the Backup service if you make certain changes to your equipment or software. For this reason, we need you to tell us when you make changes that could affect the Backup service so that we can let you know whether your service is likely to be compromised. Subject to the Australian Consumer Law provisions in the General Terms of Our Customer Terms, we cannot guarantee that backups created by the Backup service will be corruption or error free or capable of being restored.
The Backup service will create backup copies of the application data provided you have requested us to install the software plug-in for the application you wish to be backed up. If you do not request the installation of the appropriate software plug-in, the Backup service will create a data file backup of your application; however your Backup service will not create an application level backup of your application data.
If you require the Backup service to backup your structured application or database data, you are responsible for backing up such data in accordance with any instructions we set out in any relevant User Guides we provide.
In the event that a backup restoration is required, we will provide you with the backup files that you specify. You are responsible for the recovery of individual files from those backup files.
For Backup services acquired before 16 December 2013, the Backup service is designed for data sources where the average daily change rate in a week of backups per server is five percent or lower.  If you applied for your Backup service on and from 8 April 2013 and your average daily change rate in a week is greater than five percent you may elect to pay an additional fee (which we will notify you of) or cancel your Backup service.
For Backup services acquired from 16 December 2013, the Backup service, the Backup service is designed to receive one percent or less of your data in each backup job.  We may charge you an additional fee (which we will notify you of) for each job where more than one percent is received.
Notwithstanding any clause to the contrary in the General Terms of Our Customer Terms, we accept liability for loss of data in connection with your Backup service only where:
1. that loss of data is directly attributable to our (or our contractors’) breach of contract or negligent act or omission;  and
1. the data lost is older than the last Recovery Point Objective (RPO) (regardless of whether the data was actually backed up at that Recovery Point Objective) for your chosen Service Level Grade, as defined below.
The amount of any data loss for which we are liable is limited in aggregate to the total amount payable to us for your Cloud Services for 12 months of acquiring the relevant Cloud Services.
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The Anti-Virus service provides a software based anti-virus capability.  Terms applicable to this service are set out in the Security section below.
This service is only available on the Managed Virtual Server (dedicated) offering.
[bookmark: _Toc454558315][bookmark: _Toc454558402][bookmark: _Toc46927737][bookmark: _Toc139614573]Intrusion Prevention
The Intrusion Prevention service provides end-point software based intrusion detection capability.  Terms applicable to this service are set out in the Security section below.
You must provide us with seven business days’ notice before you undertake vulnerability or penetration testing of your network. 
This service is only available on the Managed Virtual Server (dedicated) offering.
[bookmark: _Toc454558316][bookmark: _Toc454558403][bookmark: _Toc46927738][bookmark: _Toc139614574]virtual server (shared)
The Virtual server offering includes a choice of virtual server configurations to run on our virtualised and multi-tenanted computing infrastructure platform. You may select from various configuration options in accordance with Your Agreement.
[bookmark: _Toc454558317][bookmark: _Toc454558404][bookmark: _Toc46927739][bookmark: _Toc139614575]Operating Systems
Our service platform does not support customer supplied operating systems for use with the Operating System under the Virtual Server offering and you must select one of our pre-packaged operating systems in accordance with Your Agreement.
You are responsible for configuring and monitoring your Operating System and ensuring that your Operating System is up to date by installing updates when the operating system software notifies you that an update is available. 
[bookmark: _Toc454558318][bookmark: _Toc454558405][bookmark: _Toc46927740][bookmark: _Toc139614576]Storage
Your Storage service includes a facility which enables you to create a single snapshot copy of your data which is stored within our data centre for 24 hours, including your virtual server configuration data and data stored in RAM and on your virtual disks. We retain snapshots within our data centre for 24 hours unless overwritten by another or deleted by you.
The snapshot facility is provided for the purposes of reinstating a point in time snapshot of your server’s configuration and data in the event of a service failure and we do not provide the snapshot to you for backup or archival purposes.
[bookmark: _Toc454558319][bookmark: _Toc454558406][bookmark: _Toc46927741][bookmark: _Toc139614577]virtual server (dedicated)
Telstra Cloud Dedicated Virtual Server Dedicated (Generation 1) is no longer be available for order by new customers.  This includes the virtual server (dedicated) compute option and related Cloud Blade Bundles.
From November 2016, customers with existing Telstra Cloud Dedicated Virtual Server Dedicated (Generation 1) services will no longer be able to add new, make changes to existing or recontract existing VLAN Extension Private Network Services.
This service provides you with a self-managed virtual server environment on your physical server infrastructure. You will have access to a hypervisor management toolset that provides limited access for the purposes of creating and managing your virtual servers.
You may use the hypervisor management toolset to create and configure virtual servers to which you may allocate CPU and RAM resources.
Your allocation of CPU and RAM resources to virtual servers may not exceed the total resource capacity purchased by you for your server infrastructure in accordance with Your Agreement.
In the event of an impact to your service through your use of the hypervisor management toolset, we will attempt to help you reinstate your service or recover your data but do not guarantee that we will be able to fully restore your service or data.
You are responsible for sourcing, installing and configuring all end-point security software which you wish to install on your virtual servers (including anti-virus and intrusion prevention software).
The hypervisor management toolset is a sophisticated tool and you are responsible for obtaining adequate training and certification in the use of the hypervisor management toolset we provide.
[bookmark: _Toc454558320][bookmark: _Toc454558407][bookmark: _Toc46927742][bookmark: _Toc139614578]managed virtual server (dedicated)
Telstra Cloud Dedicated Virtual Server Dedicated (Generation 1) is no longer be available for order by new customers.  This includes the managed virtual server (dedicated) compute option.
This service provides you with a managed virtual server environment on your physical server infrastructure. 
Your server management service includes:
1. monitoring and management of the infrastructure allocated to you; and
1. patch management with respect to the Operating System, Anti-Virus and Intrusion Protection services.
You may request that we create or reduce virtual servers on your behalf, subject to an additional charge.
You may request that we create or reduce the capacity of a virtual disk on your behalf, subject to an additional charge.
Your allocation of CPU and RAM resources to virtual servers may not exceed the total resource capacity purchased by you for your server infrastructure in accordance with Your Agreement.
You must notify us before you cause one of your virtual servers to restart or reboot or make any changes to the configuration of any applications running on your servers.
[bookmark: _Toc445723680][bookmark: _Toc445727063][bookmark: _Toc445727121][bookmark: _Toc445727178][bookmark: _Toc445727235][bookmark: _Toc445727292][bookmark: _Toc445965103][bookmark: _Toc445723683][bookmark: _Toc445727066][bookmark: _Toc445727124][bookmark: _Toc445727181][bookmark: _Toc445727238][bookmark: _Toc445727295][bookmark: _Toc445965106][bookmark: _Toc445723685][bookmark: _Toc445727068][bookmark: _Toc445727126][bookmark: _Toc445727183][bookmark: _Toc445727240][bookmark: _Toc445727297][bookmark: _Toc445965108][bookmark: _Toc374703302][bookmark: _Toc324766569][bookmark: _Toc324779172][bookmark: _Toc324779841][bookmark: _Toc325052930][bookmark: _Toc374703306][bookmark: _Toc374703307][bookmark: _Toc374703308][bookmark: _Toc324766571][bookmark: _Toc324779174][bookmark: _Toc324779843][bookmark: _Toc325052932][bookmark: _Toc325053286][bookmark: _Toc325055249][bookmark: _Toc325375515][bookmark: _Toc454558321][bookmark: _Toc454558408][bookmark: _Toc46927743][bookmark: _Toc139614579][bookmark: _Toc429560150][bookmark: _Toc429743964][bookmark: _Toc444098305][bookmark: _Toc444098603][bookmark: _Toc444098304][bookmark: _Toc444098602]virtual server (dedicated) Gen2
From 28th April 2023, Virtual Server (Dedicated) Generation 2 is not available for purchase by new customers. Existing customers may continue to receive Virtual Server (Dedicated) Generation 2 on existing terms until further notice.
This service provides you with a self-managed virtual server environment on your physical server infrastructure. You will have access to a hypervisor management toolset that provides limited access for the purposes of creating and managing your virtual servers.
You may use the hypervisor management toolset to create and configure virtual servers to which you may allocate CPU and RAM resources.
Your allocation of CPU and RAM resources to virtual servers may not exceed the total resource capacity purchased by you for your server infrastructure in accordance with Your Agreement.
In the event of an impact to your service through your use of the hypervisor management toolset, we will attempt to help you reinstate your service or recover your data but do not guarantee that we will be able to fully restore your service or data.
You are responsible for sourcing, installing and configuring all end-point security software which you wish to install on your virtual servers (including anti-virus and intrusion prevention software).
The hypervisor management toolset is a sophisticated tool and you are responsible for obtaining adequate training and certification in the use of the hypervisor management toolset we provide.
[bookmark: _Toc454446755][bookmark: _Toc454558322][bookmark: _Toc454558409][bookmark: _Toc46927744][bookmark: _Toc139614580]SERVICE LEVELS
The available service levels for Cloud Infrastructure are set out in the table below.
	Service Level
	Service Level Grade: Bronze

	Service Support Coverage Hours: Gen1
	24 hours x 7 days

	Service Support Coverage Hours: Gen2
	24 hours x 7 days

	Service Availability1
	99.90%

	Recovery Point Objective (RPO)
	24 hours

	Recovery Time Objective (RTO)
	2 hours

	Disaster Recovery
	Disaster Recovery Silver: a duplicate system configuration located at a distant second site to the primary configuration which is only activated into operation as a failover target upon the primary’s failure.

	Service Activation
	

	Minor 
	3 business days2

	Standard 
	10 business days2

	Major 
	On Application

	Service Modification
	

	Pre-defined Modifications
	as set out on the Cloud Services Management Console

	Projects
	on application

	Incident Response Time
	

	Severity 1
	15 minutes

	Severity 2
	30 minutes

	Severity 3
	45 minutes3

	Severity 4
	120 minutes3

	Incident Restore Time
	

	Severity 1
	2 hours

	Severity 2
	6 hours

	Severity 3
	8 hours3

	Severity 4
	24 hours3


1 Service Availability is calculated each month and measured on the preceding 12 months in accordance with Table 3 below.
2 Provided that the request is logged before 1pm on a business day.  If the request is logged after 1pm, measurement of Service Activation or Service Modification commences at 9am on the following business day.
3 We only accept responsibility for a failure to meet this service level if the incident relating to the relevant product occurs between 7am and 7pm on a business day.
[bookmark: _Toc454558323][bookmark: _Toc454558410][bookmark: _Toc46927745][bookmark: _Toc139614581][bookmark: _Toc429560155]Service Level Exclusions 
In addition to the service level exclusions in the General Terms for Cloud Services, we are not responsible for a failure to meet a service level where: 
1. the failure is caused due to the corruption of data as part of a backup;
1. you failure to comply with a request from us to maintain sufficient storage capacity for your virtual disks provided under your Storage feature under the Infrastructure part of the Cloud Services section;
1. the failure relates to your operation of an application on our service platform, as part of a service under the Cloud Services section, which is not version “n-1” or later; or 
[bookmark: _Toc454558324][bookmark: _Toc454558411][bookmark: _Toc46927746][bookmark: _Toc139614582]Service Level Rebates
If we fail to meet the Service Availability service level set out in the table above for your Cloud Infrastructure product, you may apply for a rebate in accordance with this clause.  
If:
1. your service is unavailable due to a problem caused by us and outside any nominated Telstra service window; and
1. the actual Service Availability of your service is below that allowed under the Service Availability service level which corresponds to your product,
then in each monthly period in which the actual Service Availability is below the allowed Service Availability for your service, you may apply for a rebate of five percent (5%) of your monthly service fee for each 30 minute block of unavailability exceeding the threshold contemplated under paragraph (b) above, to a maximum of 100% of your monthly service fee.
Any rebate will be applied to your Telstra bill (at the end of the billing cycle).
[bookmark: _Toc444098605][bookmark: _Toc454446756][bookmark: _Toc454558325][bookmark: _Toc454558412][bookmark: _Toc46927747][bookmark: _Toc139614583]ADDITIONAL SERVICES
You can apply for the following additional services in connection with your Cloud Infrastructure product:
1. Backup
1. Public Network; 
1. Private Network; 
1. Security; and
1. Data Import and Data Export.
[bookmark: _Toc454446757][bookmark: _Toc454558326][bookmark: _Toc454558413][bookmark: _Toc46927748][bookmark: _Toc139614584]BACKUP 
As set out below, you may apply for the following backup and recovery services.
1. Managed Backup (Formerly Backup Essential)
We do not provide you with physical access to the backup and recovery infrastructure.
[bookmark: _Toc454558327][bookmark: _Toc454558414][bookmark: _Toc46927749]Managed Backup
This service provides you with a facility to backup and restore your data on servers located on your premises in the event of data corruption or failure. 
The type and amount of data that will be backed up and the duration for which it is kept up will depend on your chosen configuration.
We will retain daily copies of file data and operating system data within the data repositories accessed by the servers and configured for backup for the retention periods set out in Your Agreement. 
We will not retain your backups if you have terminated your service with us.
Backup of servers on your premises:
1. can only be provisioned over a private network (Telstra Next IP®) provided by us; and
1. is subject to you installing a software agent on your servers.  Details of compatible servers are set out in the User Guide.
The Backup service backs up your operating system data and file data that is not otherwise being accessed at the time of the backup, in accordance with Your Agreement. 
Subject to the Australian Consumer Law provisions in the General Terms of Our Customer Terms, we may not be able to provide you with the Backup service if you make certain changes to your equipment or software. For this reason, we need you to tell us when you make changes that could affect the Backup service so that we can let you know whether your service is likely to be compromised. As the Backup service takes a copy of your data, which may or may not be error free at the time of backup, subject to the Australian Consumer Law provisions in the General Terms of Our Customer Terms, we cannot guarantee that backups created by the Backup service will be corruption or error free
The Backup service will create backup copies of the application data provided you have installed the software plug-in for the application you wish to be backed up.  Details of how to install the plug-in can be found in the User Guide.  If you do not install the appropriate software plug-in, the Backup service will create a data file backup of your application; however your Backup service will not create an application level backup of your application data.
The Backup service will create backup copies of the application data which you have exported to a virtual disk. If you do not export the application data to a virtual disk, the Backup service will create a point in time backup of your application (which will include your application data); however your Backup service will not create a data file backup of your application data.
If you require the Backup service to backup your structured application or database data, you are responsible for backing up such data in accordance with any instructions we set out in any relevant User Guides we provide. 
In the event that a backup restoration is required, we will provide you with the backup files that you specify. You are responsible for the recovery of individual files from those backup files.
For Backup services acquired before 16 December 2013, the Backup services is designed to receive one percent or less of your data in each backup job.  If you applied for your Backup service on and from 8 April 2013 we may charge you an additional fee (which we will notify you of) for each job where more than one percent is received.
[bookmark: _Toc352932433][bookmark: _Toc312847048][bookmark: _Toc312847149][bookmark: _Toc312848059][bookmark: _Toc312857644][bookmark: _Toc312857752][bookmark: _Toc312857857][bookmark: _Toc312857956][bookmark: _Toc312858055][bookmark: _Toc312873326][bookmark: _Toc312873427][bookmark: _Toc352932434][bookmark: _Toc352932435][bookmark: _Toc352932439][bookmark: _Toc352932440][bookmark: _Toc352932441][bookmark: _Toc352932442][bookmark: _Toc352932443][bookmark: _Toc352932444][bookmark: _Toc352932445][bookmark: _Toc352932446][bookmark: _Toc352932447][bookmark: _Toc352932448][bookmark: _Toc352932449][bookmark: _Toc352932450][bookmark: _Toc352932451][bookmark: _Toc352932452][bookmark: _Toc352932453][bookmark: _Toc324766574][bookmark: _Toc324779177][bookmark: _Toc324779846][bookmark: _Toc325052935][bookmark: _Toc325053289][bookmark: _Toc325055252][bookmark: _Toc325375518]For Backup services acquired from 16 December 1013, the Backup service, the Backup service is designed to receive one percent or less of your data in each backup job.  We may charge you an additional fee (which we will notify you of) for each job where more than one percent is received.
[bookmark: _Toc445723689][bookmark: _Toc445727072][bookmark: _Toc445727130][bookmark: _Toc445727187][bookmark: _Toc445727244][bookmark: _Toc445727301][bookmark: _Toc445965112][bookmark: _Toc445723693][bookmark: _Toc445727076][bookmark: _Toc445727134][bookmark: _Toc445727191][bookmark: _Toc445727248][bookmark: _Toc445727305][bookmark: _Toc445965116][bookmark: _Toc445723694][bookmark: _Toc445727077][bookmark: _Toc445727135][bookmark: _Toc445727192][bookmark: _Toc445727249][bookmark: _Toc445727306][bookmark: _Toc445965117][bookmark: _Toc445723699][bookmark: _Toc445727082][bookmark: _Toc445727140][bookmark: _Toc445727197][bookmark: _Toc445727254][bookmark: _Toc445727311][bookmark: _Toc445965122][bookmark: _Toc445723700][bookmark: _Toc445727083][bookmark: _Toc445727141][bookmark: _Toc445727198][bookmark: _Toc445727255][bookmark: _Toc445727312][bookmark: _Toc445965123][bookmark: _Toc324766576][bookmark: _Toc324779179][bookmark: _Toc324779848][bookmark: _Toc325052937][bookmark: _Toc325053291][bookmark: _Toc325055254][bookmark: _Toc325375520][bookmark: _Toc324766577][bookmark: _Toc324779180][bookmark: _Toc324779849][bookmark: _Toc325052938][bookmark: _Toc325053292][bookmark: _Toc325055255][bookmark: _Toc325375521][bookmark: _Toc444098308][bookmark: _Toc444098607][bookmark: _Toc454446758][bookmark: _Toc454558328][bookmark: _Toc454558415][bookmark: _Toc46927750][bookmark: _Toc139614585][bookmark: _Toc309377688][bookmark: _Toc444098307][bookmark: _Toc444098606]PUBLIC NETWORK SERVICES
[bookmark: _Toc454558329][bookmark: _Toc454558416][bookmark: _Toc46927751]Internet
Internet connectivity is included as a feature of your Cloud Infrastructure product.  The service level for your internet connectivity is the same as the Cloud Infrastructure product.  Usage charges for internet connectivity are set out in Your Agreement.
[bookmark: _Toc139614586]Load balancing
You can apply for the following load balancing services in connection with your Cloud Infrastructure product:
	Service 
	Public Network
	Private Network

	Gen1 compute services
	
	

	Server Load Balancing
	[image: Checkmark]*
	[image: Checkmark]*

	Geographic Server Load Balancing
	[image: Checkmark]^
	N/A

	Gen2 compute services
	
	

	Server Load Balancing
	[image: Checkmark]*
	[image: Checkmark]*

	SSL Offloading
	[image: Checkmark]*
	[image: Checkmark]*

	Network Address Translation (NAT) Gateway
	[image: Checkmark]*
	N/A



* Australian data centres only
^ between Sydney and Melbourne data centres only
[bookmark: _Toc374538066][bookmark: _Toc420589378][bookmark: _Toc444098309][bookmark: _Toc444098608][bookmark: _Toc454446759][bookmark: _Toc454558330][bookmark: _Toc454558417][bookmark: _Toc46927752][bookmark: _Toc139614587]Server Load Balancing
Server Load Balancing provides a full proxy between users and application servers that creates a layer of abstraction to help secure, optimise, and load-balance traffic.
[bookmark: _Toc374290066][bookmark: _Toc374538068][bookmark: _Toc420589380][bookmark: _Toc444098311][bookmark: _Toc444098610][bookmark: _Toc454446760][bookmark: _Toc454558331][bookmark: _Toc454558418][bookmark: _Toc46927753][bookmark: _Toc139614588]Geographic Server Load Balancing
Geographic Server Load Balancing provides users an enhanced implementation of DNS to spread workload across multiple sites. 
[bookmark: _Toc448245557][bookmark: _Toc450070963][bookmark: _Toc454446761][bookmark: _Toc454558332][bookmark: _Toc454558419][bookmark: _Toc46927754][bookmark: _Toc139614589]NAT Gateway
NAT Gateway enables the translation of virtual machine IP addresses in a private network to the same gateway single public IP address over the internet.
[bookmark: _Toc454558333][bookmark: _Toc454558420][bookmark: _Toc46927755][bookmark: _Toc139614590]Domain names
We offer a domain name registration service.  If you ask us to register or renew a domain name on your behalf as part of your service (and we agree to do this for you), these terms apply to you. 
The Domain Name Registration service includes us registering a domain name on your behalf and assisting you with communicating with the relevant registrar of the domain name, where necessary.  You acknowledge that we can only register a domain name on your behalf if that domain name is available for use.
[bookmark: _Ref148516650]If you request us to register a .com, .net, .org, .biz, or .info domain name  ("TLDs" or "Top Level Domains") on your behalf, the General Registrar Policy located at http://www.netregistry.com.au/domain-names/  is incorporated into this agreement as amended from time to time.
[bookmark: _Ref148516683]If you request that we register a .au domain name on your behalf, the policies applicable to .au Domain Name Licences located at http://www.netregistry.com.au/domain-names/, as amended from time to time and the .au 2LD Domain Name Eligibility and Allocation Policy Rules issued located at http://www.auda.org.au/policies/auda-2005-01/, as amended from time to time are incorporated into this agreement.
You acknowledge that additional policies relating to your domain name may come into effect from time to time and you agree to comply with such additional policies.
[bookmark: _Ref148516713]If there is a dispute regarding the registration or use of your TLD, you agree to:
1. submit to and be bound by Uniform Domain Name Dispute Resolution Policy located at http://www.icann.org/udrp/udrp.htm as amended from time to time; and
1. be subject to arbitration, suspension or cancellation by any ICANN procedure, or by any registry administrator procedure approved by ICANN policy, relating to:
1. the correction of mistakes by us or the registry administrator in registering the domain name; or
1. the resolution of disputes concerning the domain name.
[bookmark: _Ref148516733]In the event of a dispute in registering a .au Domain, or a dispute about a .au Domain after registration, you will submit to and be bound by the .au Dispute Resolution Policy (auDRP) located at http://www.auda.org.au/policies/auda-2002-22/, as amended from time to time.
You must pay any registration or delegation charges to us in advance. We cannot register a domain name for you unless you pay for it in advance.
You authorise and direct us to nominate Telstra Limited (ABN 64 086 174 781) as the authorised billing contact for your domain name.
Subject to the Australian Consumer Law provisions in the General Terms of Our Customer Terms, we are not liable for any loss or damage resulting from the non-renewal of your domain name if you fail to provide us with consent to renew the domain name registration or you delay in providing us with such consent, except to the extent our (our or contractor’s) negligence or breach of Our Customer Terms causes or contributes to the non-renewal of your domain name.
You indemnify us from any loss or damage we suffer or incur and that arises naturally (that is, according to the usual course of things) out of any claim by a third party against us arising out of the registration, use or renewal of your domain name, unless and to the extent that the claim is caused or contributed to by us. We will take reasonable steps to mitigate our loss or damage in connection with such a claim.
[bookmark: _Toc420589382][bookmark: _Toc444098312][bookmark: _Toc444098611][bookmark: _Toc454446762][bookmark: _Toc454558334][bookmark: _Toc454558421][bookmark: _Toc46927756][bookmark: _Toc139614591]SMTP Mail Relay
The SMTP Mail Relay service for the Public Network product provides you with a dedicated mail relay for use with any mail servers that you operate on our service platform.
[bookmark: _Toc374290053][bookmark: _Toc374538071][bookmark: _Toc420589383][bookmark: _Toc444098313][bookmark: _Toc444098612][bookmark: _Toc454446763][bookmark: _Toc454558335][bookmark: _Toc454558422][bookmark: _Toc46927757][bookmark: _Toc139614592]DOS & DDOS Protection of Telstra Cloud Services
In the event of a DOS or DDOS attack directed against a customer service hosted by Telstra we reserve the right take any reasonable steps to protect the hosting compute platform.  Unless you are able to activate an effective DOS or DDOS mitigation strategy this may involve rate limiting traffic and/or blacklisting the source IP addresses or black-holing the affected service (removing it from service).
[bookmark: _Toc444098314][bookmark: _Toc444098613][bookmark: _Toc454446764][bookmark: _Toc454558336][bookmark: _Toc454558423][bookmark: _Toc46927758][bookmark: _Toc139614593]PRIVATE NETWORK SERVICES
[bookmark: _Toc454558337][bookmark: _Toc454558424][bookmark: _Toc46927759][bookmark: _Toc139614594]Next IP services
Next IP connectivity is included as a feature of your Cloud Infrastructure product.  The service level for your Next IP connectivity is the same as your Cloud Infrastructure product.  Usage charges for Next IP connectivity are set out in Your Agreement.
[bookmark: _Toc420589386][bookmark: _Toc444098315][bookmark: _Toc444098614][bookmark: _Toc454446765][bookmark: _Toc454558338][bookmark: _Toc454558425][bookmark: _Toc46927760][bookmark: _Toc139614595]SMTP Mail Relay
The SMTP Mail Relay service for the Private Network product provides you with a dedicated mail relay for use with any mail servers that you operate on our service platform. 
[bookmark: _Toc390776721][bookmark: _Toc420589387][bookmark: _Toc444098316][bookmark: _Toc444098615][bookmark: _Toc454446766][bookmark: _Toc454558339][bookmark: _Toc454558426][bookmark: _Toc46927761][bookmark: _Toc139614596]VLAN Extension 
VLAN Extension is only available with Gen1 Compute services.
VLAN Extension allows you to bridge a private Virtual Local Area Network (VLAN) in Cloud Infrastructure with a private VLAN in another data centre connected to your Next IP network in order to share the same private subnet (also known as a “stretched VLAN”).
VLAN Extension allows you to access your shared or dedicated Gen1 servers in Cloud Infrastructure over your private Next IP Network using VLAN tunnelling technology.
You must obtain and use compatible equipment or virtual appliances to utilise VLAN Extension.  We do not manage or support these devices.
Subject to the Australian Consumer Law provisions in the General Terms of Our Customer Terms, we do not promise a particular data performance or throughput with VLAN Extension.
[bookmark: _Toc454446768][bookmark: _Toc454558341][bookmark: _Toc454558428][bookmark: _Toc46927762][bookmark: _Toc139614597]DATA IMPORT AND DATA EXPORT
[bookmark: _Toc454558342][bookmark: _Toc454558429][bookmark: _Toc46927763][bookmark: _Toc139614598]General
The Data Import and Data Export service enables you to transfer your data to and from your Infrastructure products via a physical storage device (“Device”).
The Data Import and Export services will usually be performed during business hours.  An additional charge may apply if you request Data Import or Export services outside business hours.
You must comply with the instructions we provide to you in connection with the transfer of your data.
If we supply you with a Device and you have not returned the Device to us within one month of receipt, we may charge you for the replacement cost of the Device (as set out in Your Agreement).
[bookmark: _Toc454558343][bookmark: _Toc454558430][bookmark: _Toc46927764][bookmark: _Toc139614599]Data Import
Upon application, we will provide you with a Device for you to transfer your data onto and return to us.
Following receipt of the Device, we will notify you once we have connected the Device to your chosen service and you can then transfer the data to the appropriate server(s).
[bookmark: _Toc454558344][bookmark: _Toc454558431][bookmark: _Toc46927765][bookmark: _Toc139614600]Data Export
You will provide us with a Device for us to transfer your data onto and return to you.  The Device must be blank and sufficient to hold the quantity of data you require transferred. Alternatively we can supply a Device, the charges for which are set out in Your Agreement.
Following receipt of the Device, we will connect the Device to your chosen service and we will then copy the data from the appropriate server(s) to the Device.
Once we have copied the data from the server(s) to the Device, we will notify you that the Device is ready for collection.  Alternatively, upon request, we will return the Device to you via our nominated courier.
We will retain the data on your server(s) until such time as you either:
1. cancel your Cloud Services product; or 
1. request that we delete the data, 
following which we will securely delete the data.  Please note that the charges for your Cloud Services product will continue to apply until such time as the Cloud Services product is cancelled.
[bookmark: _Toc454558345][bookmark: _Toc454558432][bookmark: _Toc46927766][bookmark: _Toc139614601]Liability
Unless you supply your own Device, we retain title to the Device at all times.  Risk of loss or damage to the Device and any data stored on it is with you whilst in transit.  You may wish to insure the Device and data whilst in transit.  If the Device is lost, stolen or damaged, we may charge you for a replacement Device (unless you have supplied your own Device).
Subject to the Australian Consumer Law provisions in the General Terms of Our Customer Terms, you are responsible for protecting your data on the Device.  We strongly recommend that you encrypt your data in accordance with the instructions we provide with the Device.
Subject to the Australian Consumer Law provisions in the General Terms of Our Customer Terms, we are not responsible for any loss, theft or damage to the Device or your data, except to the extent the loss, theft or damage is caused or contributed by our (or our contractors’) negligence or breach of Our Customer Terms. 
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[bookmark: _Toc409784474][bookmark: _Toc410766924][bookmark: _Toc46927767][bookmark: _Toc139614602]What is Hybrid Disaster Recovery?
Hybrid Disaster Recovery is a self-managed, software solution that enables the recovery of your chosen services in the event of a ’disaster’ (as defined below). The Hybrid Disaster Recovery service supports failover between your premises or a third party facility and Telstra Cloud and Tailored Infrastructure (dedicated) services, as well as between Telstra Cloud and Tailored Infrastructure (dedicated) services.
Your production environment located at your premises, a third party facility, Telstra Cloud Infrastructure (dedicated) or Tailored Infrastructure (dedicated) service which you wish to failover in the event of a disaster is referred to as your ‘primary environment’ in this Hybrid Disaster Recovery part.  The Telstra Cloud Infrastructure (dedicated) or Tailored Infrastructure (dedicated) service which you wish your primary environment to failover to is referred to as your ‘recovery environment’ in this Hybrid Disaster Recovery part. 
You are responsible for installing the Hybrid Disaster Recovery software and the creation of your disaster recovery plan.  We will provide you with a Hybrid Disaster Recovery User Guide to explain how to install the Hybrid Disaster Recovery software.  Support for the Hybrid Disaster Recovery service is limited to issues with the Hybrid Disaster Recovery software not working correctly.  You can install and manage your Hybrid Disaster Recovery service via the Cloud Services management console.
You acknowledge that some personal information may be accessed, in accordance with our privacy policy, from overseas via our contractors or suppliers for the purposes of providing support for your Hybrid Disaster Recovery service. 
[bookmark: _Toc410766925][bookmark: _Toc46927768][bookmark: _Toc139614603]Eligibility
The Hybrid Disaster Recovery service is only available to new or existing Cloud Services customers in Australia.
To acquire the Hybrid Disaster Recovery service you must have:
one or more primary and/or recovery environment(s) on:
1. Cloud Infrastructure - Virtual Server (Dedicated);
1. Tailored Infrastructure - Virtual Server (Dedicated);
(each a “Compute” service)
a compatible hypervisor installed on your servers.  Details of compatible hypervisors are set out in the Hybrid Disaster Recovery User Guide;
depending on the size of your primary environment, at least one clear server in your primary environment onto which you can install the Virtual Server Agent for VMware, and at least one clear server in your recovery environment onto which you’ll install both the Virtual Server Agent and the Media Agent software.  For further information on the space needed for the Virtual Server Agent and Media Agent, please refer to the Hybrid Disaster Recovery User Guide; and
enough storage in your recovery environment.
If you cancel your Compute service, your corresponding Hybrid Disaster Recovery service will also be cancelled.
[bookmark: _Toc410766926][bookmark: _Toc46927769][bookmark: _Toc139614604]Invoking failover
If a disaster occurs and you have an active Hybrid Disaster Recovery service, you will be responsible for invoking the fail over and restoration of your services within the Cloud Services management console. The Recovery Time Objective and Recovery Point Objective are target services levels (as defined in the service levels section below).
For the purposes of this Hybrid Disaster Recovery service, a ‘disaster’ means the occurrence of any one or more of the following events:
1. loss of one or more business critical systems (you must nominate which business systems are critical prior to activation of your service); or
loss of service or unplanned outage.
a disaster does not include:
a planned outage; or
planned upgrades or works,
to your hosting or network services.
For the purposes of this service, ‘recovery’ means:
1. restoration of your critical business services;
1. a full recovery with all systems at full capacity; or 
1. a partial recovery with only core systems and limited functionality.
The Hybrid Disaster Recovery service does not include us providing you with disaster recovery documentation. We may be able to provide you with assistance in preparing your disaster recovery documentation for an additional fee.
[bookmark: _Toc410766927][bookmark: _Toc46927770][bookmark: _Toc139614605]Your obligations
You are responsible for ensuring that your disaster recovery plan and policies are kept up to date. 
You are responsible for testing the service to ensure that failover and restoration works successfully.
You must keep confidential and not disclose any software licence keys to which you have access to in connection with the Hybrid Disaster Recovery service.
[bookmark: _Toc409784475][bookmark: _Toc410766928][bookmark: _Toc46927771][bookmark: _Toc139614606]Charges
The charges for your Hybrid Disaster Recovery service are set out on the Cloud Services Management Console or Your Agreement.
Charges for your Hybrid Disaster Recovery service are calculated each month based on the maximum number of virtual machines in your [primary and recovery] environment within your Hybrid Disaster Recovery service in that month.
For example if you have 50 virtual machines within your Hybrid Disaster Recovery service and add an additional 20 virtual machines during the month, you will be charged for 70 virtual machines for that month. 
The charges for your Hybrid Disaster Recovery service are only for the Hybrid Disaster Recovery software and do not include any infrastructure resources (such as compute, storage and network) used in connection with your primary or recovery environments.
[bookmark: _Ref409780534][bookmark: _Toc409784476][bookmark: _Toc410766929][bookmark: _Toc46927772][bookmark: _Toc139614607]Hybrid Disaster Recovery Software
[bookmark: _Ref458441544]In addition to the clauses relating to service software in the General Terms part of the Cloud Services section, the following terms apply to your and your end users’ use of the software included in your Hybrid Disaster Recovery service.
The Hybrid Disaster Recovery service software comprises CommVault Simpana as well as Microsoft SQL Server software and other third party software (together the “Software”).
You may use the Software in numbers equal to the number of licenses purchased.
All title and intellectual property rights in and to the Software are owned by Telstra and/or its licensors (for example CommVault and Microsoft). Such licensors, in addition to any other rights or remedies available to them, are third party beneficiaries of the terms set out in clauses 12.18 to 12.27 for their respective software and may have the right to enforce such terms against you.
You agree to use the Software solely for your internal data centre operations and to restrict any access to the Software, documentation, or other user information accompanying the Software only to those of your employees having a need to have such access for your internal data processing operations.
The export of the Software may be restricted by the export control laws of the United States of America and other countries. You agree to comply strictly with all such regulations and acknowledge that you have the responsibility to obtain licenses to export, re-export, or import Software.
To ensure compliance with clauses 12.18 to 12.27, you agree that upon reasonable notice, we or our authorised representative will have the right to inspect and audit your installation and use of the Software.  Any such inspection or audit shall be conducted during regular business hours at your facilities or electronically.  Any information obtained during the course of such audit will be used by us solely for the enforcement of our rights under clauses 12.18 to 12.27 and applicable law.  If such audits disclose that you have installed, accessed, used, or otherwise permitted access to the Software in a manner that is not permitted by the terms of clauses 12.18 to 12.27, then we may terminate your Hybrid Disaster Recovery service and you will pay for any unpaid license fees and all reasonable expenses related to such audit.
You acknowledge and agree that the Software may automatically provide certain reports and survey information regarding its use to us.  You may disable this reporting feature at any time.  Any such reports or information shall be kept confidential and used solely by us or our licensors for internal purposes and/or in a manner that does not identify you.
The Software may contain support for programs written in java. Java technology is not fault tolerant and is not designed, manufactured, or intended for use or resale as online control equipment in hazardous environments requiring fail-safe performance, such as in the operation of nuclear facilities, aircraft navigation or communication systems, air traffic control, direct life support machines, or weapons systems, in which the failure of java technology could lead directly to death, personal injury or severe physical or environmental damage.
[bookmark: _Ref458441560]The Software may contain certain software licensed by Microsoft.  You acknowledge that you are not licensing Microsoft products under this EULA and that any copies of Microsoft software that you receive as a result of licensing the Software do not entitle you to maintain on your computer systems any more copies of Microsoft software than you may have previously licensed from Microsoft or other third parties.
[bookmark: _Toc409784477][bookmark: _Toc410766930][bookmark: _Toc46927773][bookmark: _Toc139614608]Service Levels
Unless a service level exclusion applies, we aim to meet the service levels in this section for your Hybrid Disaster Recovery service.  You acknowledge that the service levels are targets only and we will not be responsible for failing to meet them.
Table 1 – Description of Service Levels 
	
	Service Level

	Service Support Coverage Hours
	24 hours x 7 days

	Recovery Point Objective (RPO)
	2 hours

	Recovery Time Objective (RTO)
	2 hours

	Service Activation
	

	Self Installation
	

	Incident Response Time
	

	Severity 1
	15 minutes

	Severity 2
	30 minutes

	Severity 3
	45 minutes1

	Severity 4
	120 minutes1

	Incident Restore Time
	

	Severity 1
	24 hours

	Severity 2
	72 hours

	Severity 3
	20 days

	Severity 4
	N/A



1 We only accept responsibility for a failure to meet this service level if the incident relating to the relevant product occurs between 7am and 7pm on a business day.
[bookmark: _Toc405199571][bookmark: _Toc409784481][bookmark: _Toc410766934][bookmark: _Toc46927774][bookmark: _Toc139614609]Service Level Exclusions
In addition to the service level exclusions in the General Terms for Cloud Services, we are not responsible for a failure to meet a service level where:
1. you fail to follow our documented instructions in the Hybrid Disaster Recovery User Guide for installing the Hybrid Disaster Recovery software or follow the steps required to restore your services to the secondary infrastructure site;
1. if you fail to have your recovery environment on either a Telstra Cloud Infrastructure (dedicated) or Tailored Infrastructure (dedicated) service;
1. the failure is caused due to the corruption of data as part of a backup;
1. you fail to comply with a request from us to maintain sufficient storage capacity for your virtual disks provided under your Storage feature under the Infrastructure part of the Cloud Services section;
1. the failure relates to your operation of an application on our service platform, as part of a service under the Cloud Services section, which is not version “n-1” or later; or 
[bookmark: _Toc405199572][bookmark: _Toc409784482][bookmark: _Toc410766935][bookmark: _Toc46927775][bookmark: _Toc139614610]Outages 
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