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This Agreement is made and entered into on this __ day of _______ (Effec�ve Date) by and between
 Bso�india Technologies Pvt.ltd. (hereina�er referred to as “ Bso�india Technologies Pvt.ltd.”), a company 
incorporated under the Companies Act, 1956, and having its registered office at 607, IInd Floor, Sanjay Enclave, G.T. 

Karnal Road, New Delhi 110033 (BHARAT) having datacenter  CUSTOMER COMPANY (hereina�er referred to as the 
Customer), a company incorporated under the Companies Act, 1956/any other specify, and having its registered 
office at CUSTOMER ADDRESS

1. DEFINITIONS

In this Agreement, the following words and expressions, unless inconsistent with the context, shall bear 
themeanings assigned thereto:“Customer Area”: means the rack or any space provided by Service Provider to 
Customer where the server of Service Provider is located for the purpose of providing Services. “Customer 
Agreement Form (CAF)” means the form prescribed by  Bso�india Technologies Pvt.ltd., for provisioning of 
Services to the Customers and includes this MSA and SLA along with Annexure, as executed by the Customer.

“Facility”: The facility is located at office of  Bso�india Technologies Pvt.ltd. Datacenter in New Delhi where 
Service Providerprovides space, racks for placing the servers.“Fees”: means the amount invoiced by Service 
Provider other than the Ini�al Term fees to be paid to by the
Customer for use of services provided by Service Provider.

“Master Service Agreement”: means the agreement which the Customer had acknowledged and agreed to the 
terms men�oned herein. “Network” means the por�on internal computer network owned or operated on behalf 
of Service Provider that extends from the outbound port on a Customer's cabinet switch to the outbound port on 
the border router and includes all redundant internet connec�vity, bandwidth, routers, cabling and switches. 

“Representa�ves” means any person who is nominated or appointed by the Customer to visit the Facility center.

“Service Catalogue” shall contain all or any of services/facili�es viz., back up facility, dedicated firewall facility, 
hardware monitoring facility, help desk support, load balance server, network and power up�me, OS 
management, shared firewall service and Version Control described in Annexure A to this SLA which may be 
availed by the Customer along with the Services as men�oned in the OF from Service Provider.
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“Service Outage” shall mean an unscheduled disrup�on/failure in any Service offered by Service Provider as 
perthis Agreement, due to which Customer's server is un-accessible to Customer. The outage of Services due to, 
but not limited to the following shall be a Service Outage. 

Customer is unable to transmit to or receive informa�on
from his network equipment because Service Provider failed to provide facility services to its network equipment
including, switch, router, firewall etc. Failure of Services like Internet connec�vity, IDC LAN etc. shall also be 
treated as Service Outage.
 “Space” The Por�on of rack which is leased/licensed to Customer for placing their server. “Setup Charges” means 
all charges which may be incurred by  Bso�india Technologies Pvt.ltd. For installing the server or any other 
expenses incurred for the commencement of Services to the Customer.
 “Support Desk” shall be the loca�on where the Customer should report a fault. Details of the same are men�oned 
in annexure or if changed, may be in�mated from �me to �me by Service Provider to the Customer. 
"Total Up�me Hours" shall mean 24 hours, 365 days a year. (Year is defined as period of 365 days) “Trouble Ticket” 
means issuing a �cket with a unique iden�fica�on number confirming the customer complaint logging in with 
Service Provider in rela�on to a Service Outage faced by the Customer.
2. Services
 
Bso�india Technologies Pvt.ltd. will provide the service(s) as defined in ANNEXURE I.
3. Fees/Charges
a) Customer shall pay  Bso�india Technologies Pvt.ltd. all fees/charges including monthly/quarterly/annual, as 
the case may be data transfer fees and excess usage fees, if any indicated on sales order (“Order”) a�ached to as 
Annexure – II to this agreement. Customer acknowledges that in considera�on of the discounted pricing set forth 
in the Order, if any, Customer commits to be liable for and pay the monthly fees set forth in an order for the term 
indicated in such order. (Including excess usage fees)

b) Customer shall be liable in case it u�lizes bandwidth/data transfer in excess of what he has agreed for and shall 
reimburse  Bso�india Technologies Pvt.ltd. for such excess usage per GB (as per the excess usage charges 
indicated in the proposal). Bandwidth/data transfer usage shall only be monitored through MRTG (a bandwidth 
monitoring so�ware, info of which is available on www.mrtg.com) using Simple Network Management Protocol 
(SNMP) to measure data transferred. The reports obtained from MRTG will be final and binding on Customer.  
Bso�india Technologies Pvt.ltd.
at its own discre�on reserves the right to change the Bandwidth/data transfer usage-monitoring so�ware an 
in�ma�on of which shall be given to the Customer. Moreover,  Bso�india Technologies Pvt.ltd. shall not be 
responsible for any excess/normal usage if the traffic generated is due to some malfunc�on of hardware, so�ware 
or due to configura�ons done by the customer. The customer also agrees that it will be paying for the excess 
usages generated by any virus/Trojans, etc.
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c) All payments shall be made by Cheque or Demand Dra� drawn in favor of “ Bso�india Technologies Pvt.ltd.” 
payable at New Delhi, and it is to be sent to the address indicated in this Agreement or at such other address as 
Bso�india Technologies Pvt.ltd. may from �me to �me indicate by proper no�ce to customer. No Outsta�on 
Cheques shall be accepted. Customer shall pay payments in advance for the service period.  Bso�india 
Technologies Pvt.ltd. shall raise invoice at least 15 days before the start of the period and send the same to the 
customer. All invoices shall be due and payable within fi�een (15) days of  Bso�india Technologies Pvt.ltd. 's date 
of invoice. Customer shall be liable to pay interest at the rate of one and half percent (2%) per month on all 
overdue and unpaid invoices.
d) Customer shall pay, indemnify and hold  Bso�india Technologies Pvt.ltd. harmless from all sales, service, value-
added or other taxes of any nature, other than taxes on  Bso�india Technologies Pvt.ltd. 's net income, including 
penal�es and interest, and all government permit or license fees assessed upon or with respect to any fees 
(except to the extent Customer provides  Bso�india Technologies Pvt.ltd. with a valid tax exemp�on cer�ficate). If 
any applicable statutoryprovision of law requires Customer to withhold amounts from any payments to  
Bso�india Technologies Pvt.ltd. hereunder, then Customer shall affect such withholding, remit such amount to 
the appropriate taxing authori�es and promptly furnish  Bso�india Technologies Pvt.ltd. with tax receipts 
evidencing the payments of such amounts.
4. Term
The terms of this Agreement shall commence on the date of its execu�on by the Customer and shall be reviewed 
on anannual basis within the terms of this Agreement, and provided further, that with regard to any orders then 
outstanding, this Agreement shall con�nue to govern such Orders un�l such orders have been fully performed or 
terminated. TheAgreement shall be deemed to be automa�cally renewed at the then current fees for addi�onal 
periods, unless either party gives wri�en no�ce otherwise to the other party, not less than thirty (30) days prior to 
the expira�on of such order. This Agreement may be renewed for Addi�onal Terms upon the mutual wri�en 
consent of both par�es.
5. Termina�on
a) Either party may terminate this Agreement or any order upon wri�en no�ce: (a) for any material breach of this 
Agreement or any Order which the defaul�ng party fails to cure within fi�een (15) days following wri�en no�ce by 
the non-defaul�ng party of such breach; or (b) upon either party's insolvency or liquida�on as a result of which 
either party ceases to do business. Notwithstanding anything herein to the contrary,  Bso�india Technologies 
Pvt.ltd. may terminate this Agreement or any Order without no�ce immediately for any breach under 
thisAgreement.
b) Customer shall comply with all applicable procedures of  Bso�india Technologies Pvt.ltd. related to 
equipmentremoval upon termina�on. In the event of any expira�on or earlier termina�on of this Agreement or 
any Order,
Customer will be obligated to pay to  Bso�india Technologies Pvt.ltd. full contract period fees and charges unless 
such
termina�on is the result of  Bso�india Technologies Pvt.ltd. 's default, the payment of any waived or discounted 
installa�onfees, as well as monthly fees for each remaininSg month of the term of the affected Order(s).
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In addi�on, if Customer fails to pay any invoice(s) for fi�een (15) days or more from the date of such 
invoice,Customer  Bso�india Technologies Pvt.ltd. shall deny access to the Space and the equipment of the 
customer placed with the  Bso�india Technologies Pvt.ltd. shall not be released un�l such �me �ll the invoice(s) 
has been paid in full. If the defaultcon�nues for further 15 days, then  Bso�india Technologies Pvt.ltd. shall be 
en�tled to retain and sell the equipment of thecustomer placed with  Bso�india Technologies Pvt.ltd. and in case 
of any loss in selling the equipment, same shall be borneby the customer.  Bso�india Technologies Pvt.ltd. shall 
not be responsible if any loss incurs in the selling of the equipmentand in case the equipment is sold for an amount 
higher than what is to be recovered, such excess amountshallbe paid back to the customer.
c)bso�india Technologies Pvt.ltd. can terminate the services to the Customer in its sole discre�on, if it is 
establishedthat the Customer has used the service fraudulently, unlawfully or abusively.
d) On termina�on of Agreement, shall remove all of the Customer's electronically stored data frombso�india 
Technologies Pvt.ltd. 's facili�es without liability of any kind to the Customer.
e) All provisions that by their nature are intended to survive any termina�on of this Agreement shall survive,
including without limita�on, Sec�ons 2, 3, 4,5,6,8,9,10 & 11 of the Agreement.
6. Facili�es
a) License to Occupy: For purpose of this Agreement, “Space” means  Bso�india Technologies Pvt.ltd. 's premises 
where Customer's hardware, so�ware and data are stored and operated, meaning thereby that  Bso�india 
Technologies Pvt.ltd.
grants to Customer a non-exclusive license to occupy the Space but Customer has not been granted any other
right or interest in the Space.
b) Services shall not include services for problems arising out of: (a) modifica�on, altera�on or addi�on or
a�empted modifica�on, altera�on or addi�on of hardware undertaken by persons other than  Bso�india 
Technologies Pvt.ltd. authorized representa�ves; or (b) hardware supplied by the Customer.` Bso�india 
Technologies Pvt.ltd. shall not be responsible for the non-availability of the site and/or applica�on due to 
any“bugs” or applica�on failure.  Bso�india Technologies Pvt.ltd. will also not be responsible for any changes 
done by theauthorized representa�ve of the customer, which leads to down �mes or applica�on failures.  
Bso�india Technologies Pvt.ltd. will not be responsible for outages/down�mes on the Internet Network.  
Bso�india Technologies Pvt.ltd.  up�me guarantees are applicable only within its network up to the termina�on 
onto the Internet Backbone.

c) Material and Changes: Customer shall comply with all applicable rules and regula�ons, includingequipment 
installa�on or de-installa�on, and altera�on of the Space. Customer shall not make any changes tothe interior or 
exterior por�ons of the Space, including any cabling or power supplies for its hardware. Customeragrees not to 
erect any signs or devices on the exterior por�on of the Space.

d) Damage: Customer agrees to reimburse  Bso�india Technologies Pvt.ltd. for all reasonable repair or restora�on 
costs associated with damage or destruc�on caused by Customer's personnel, Customer's agents, Customer's
suppliers/contractors, or Customer's visitors during the term or as a consequence of Customer's removal of 
itshardware or property installed in the Space.
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e) Monitoring Equipment:  Bso�india Technologies Pvt.ltd. shall install the monitoring equipment to monitor the 
bandwidth usage, service usage, etc. The server can be affected by ac�vi�es, which are not controllable, by 
Bso�india Technologies Pvt.ltd. even a�er the installa�on of the equipment. (At present  Bso�india Technologies 
Pvt.ltd. is using MRTG So�ware)  Bso�India Technologies Pvt.Ltd. liability in the event ofloss to the customer due 
to ac�vi�es which are not controllable by  Bso�india Technologies Pvt.ltd. including without limita�on, virus 
a�ack to the customer is NIL.bso�india Technologies Pvt.ltd. is not liable for any damages, if any loss occurs to the 
customer due to the ac�vi�es, whichare not controllable by  Bso�india Technologies Pvt.ltd. like virus a�ack, etc.

f) Data Transfer: Data Transfer is used for the following traffic but not limited to: HTTP requests and response, 
incoming and outgoing email, mailing list distribu�on, both outbound and inbound data transfer from your 
account (network interface).g) Insurance: Unless otherwise agreed, Customer shall maintain at Customer's own 
expense, insurance covering equipment and personal property owned or leased by Customer and used or stored 
on Bso�india Technologies Pvt.ltd  premises. Such Insurance policy shall have an addi�onal insured endorsement 
naming Bso�india Technologies Pvt.ltd, and shall be primary and non-contribu�ng with any insurance policies 
carried by  Bso�india Technologies Pvt.ltd.Customer shall also maintain insurance covering the equipment or 
property owned or leased by Customeragainst loss or physical damage. If so requested, Customer will provide  
Bso�india Technologies Pvt.ltd. wri�en evidence of insurance coverage consistent with the requirements of this 
subsec�on.  Bso�india Technologies Pvt.ltd. shall not be liable,
in case the insurance is not taken for the equipment/s placed with  Bso�india Technologies Pvt.ltd.
h) Customers Du�es: Customer shall document and promptly report all errors or malfunc�ons of the hardware to  
Bso�india Technologies Pvt.ltd. Customer is responsible for the provisioning of all necessary spare parts and/or 
other hardware to maintain its servers. Customer shall maintain a current back up copy of all programs and data.
Customer shall ensure that all legal compliances or formali�es as per the Cyber laws and other applicable 
laws/regulatory framework are fulfilled. Customer shall be responsible for the security of its equipment/s and at 
no point of �me,  Bso�india Technologies Pvt.ltd. can be held responsible if the security is breached.
i) Request of Service: Server On/Off by  Bso�india Technologies Pvt.ltd. will not be done unless and un�l either it 
receives a wri�en confirma�on from the Customer or an email from its designated/responsible official. Further,  
Bso�india Technologies Pvt.ltd. owes no responsibility for hardware/so�ware crash or corrup�on of data due to 
Server On/Off at the request of Customer or such other reasons, which are uncontrollable from Bso�india 
Technologies Pvt.ltd end.  Bso�India Technologies Pvt.Ltd. liabili�es in such circumstances are nil, and Customer 
shall indemnify and hold  Bso�india Technologies Pvt.ltd. harmless against any such claim, ac�on, suit or 
proceeding.
j) Regula�ons: Customer shall comply with all applicable opera�onal rules and regula�ons while onBso�India 
Technologies Pvt.Ltd. premises. Two (2) of the customer's employees or representa�ves can be named for the 
purpose of entering  Bso�India Technologies Pvt.Ltd. space, the persons named shall only be en�tled to enter the 
Space.Customer shall not interfere with the space(s) of any other Customers of  Bso�india Technologies Pvt.ltd. 
or such other Customers' use of  Bso�India Technologies Pvt.Ltd. data centre.
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k) Assump�on of Risk: Customer hereby assumes any and all risks associated with Customer's, its 
agents'(including contractors and sub-contractors) or employees' use of the Space and shall indemnify, defend, 
and holdharmless  Bso�india Technologies Pvt.ltd. from any and all claims, liabili�es, judgments, causes of ac�on, 
damages, costs andexpenses (including reasonable a�orneys and experts fees), caused by or arising in 
connec�on with such use.
l) Prohibited items: Customers and its representa�ves shall keep the Customer Area clean at all �mes. It is
the responsibility of the Customer to keep its area clean and free and clear of debris and refuse. Customer 
shallnot, except as otherwise agreed to in wri�ng by  Bso�india Technologies Pvt.ltd. : (1) place any computer 
hardware or otherequipment in the Customer area that has not been iden�fied in wri�ng by  Bso�india 
Technologies Pvt.ltd., (2) store any paper products or other combus�ble materials of any kind in Customer area 
and (3) bring any prohibited materials (as defined below) into any Internet Data Centre. 
Prohibited Material shall include, but are not limited to the following and any similar items:
Ÿ  Food & Drink
Ÿ  Tobacco products
Ÿ  Explosive and weapons
Ÿ  Hazardous materials
Ÿ  Alcohol, illegal drugs and other intoxicants
Ÿ  Electro-magne�c devices, which could unreasonably interface with computer and telecommunica�on
equipment.
Ÿ  Radioac�ve materials and
Ÿ  Photographs or recording equipment of any kind (other than tape back up equipment).

m) Online Conduct: (1) Customer content: Customer must acknowledge that  Bso�india Technologies Pvt.ltd. 
exercisesno control whatsoever over the content of the informa�on passing through Customer's site(s), and that 
it is the sole responsibility of Customer to ensure that the informa�on it and its users transmit and receive 
complies withall applicable laws and regula�on and these rules and regula�ons. (2) Prohibited ac�vi�es: 
Customer will notpermit any person (Users) using Customer's online facili�es and/or services, including but not 
limited to,Customer's web site(s) and transmission capabili�es to do any of the following (Prohibited ac�vi�es):
Ÿ Send unsolicited commercial messages of communica�ons in any form (SPAM)
 
Ÿ Engage in any ac�vi�es or ac�ons that infringe or misappropriate the intellectual property rights of
others, including, but not limited to, using third party trademarks without appropriate permission or 
a�ribu�on,and using or distribu�ng third party informa�on protected as trade secret informa�on in viola�on of a 
duty ofconfiden�ality.
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Ÿ  Engage in any ac�vity/ies or ac�ons that would violate the personal privacy rights of others, including butnot 
limited to, collec�ng and distribu�ng informa�on about Internet users without their permission, except as

Ÿ permi�ed by applicable law.
Ÿ  Send, post, or host harassing, abusive, libelous or obscene materials or assist in any similar ac�vi�es related 

thereto.
Ÿ Inten�onally omit, delete, forge or misrepresent transmission informa�on, including headers, returnmailing 

and Internet protocol addresses.
Ÿ  Use the  Bso�india Technologies Pvt.ltd. connec�vity services for any illegal purpose, in viola�on of any 

applicablelaws or regula�ons or in viola�on of the rules of any other service provider's websites, chat rooms or 
the like.

Ÿ  Assist or permit any person in arranging any of the ac�vi�es described above. If Customer becomes awareof 
any prohibited ac�vi�es, Customer will use all efforts to remedy such prohibited ac�vi�es immediately, 
including, if necessary, limi�ng or termina�ng user's access to Customer's online facili�es.

n) Third party complaint process: In the event  Bso�india Technologies Pvt.ltd. receive(s) complaints from third 
par�esregarding prohibited ac�vi�es allegedly being conducted by a Customer or its Users, due to the nature of 
the business in  Bso�india Technologies Pvt.ltd. experience, most legi�mate complaints and actual prohibited 
ac�vity is conducted by Customers and users of  Bso�india Technologies Pvt.ltd. 's Customers, not By  Bso�india 
Technologies Pvt.ltd.Customer
themselves.  Bso�india Technologies Pvt.ltd. requires its Customer to use policies similar to these rules and 
regula�ons.

Bso�india Technologies Pvt.ltd. may take the following ac�ons to document and resolve each complaint received 
by Bso�india Technologies Pvt.ltd. related to Customer or its Users.
First Complaint: Upon receipt of the ini�al complaint from a third party regarding prohibited ac�vity by 
aCustomer or its users,  Bso�india Technologies Pvt.ltd. will send no�ce of the complaint to Customer and request 
the Customer to stop the prohibited ac�vity.
Second Complaint: Upon receipt of a second complaint a�er the date of first complaint rela�ng to prohibited 
ac�vity of Customer described in the first complaint that clearly indicates that the prohibited ac�vity con�nued 
a�er the date of first complaint,  Bso�india Technologies Pvt.ltd. will send a le�er/Email to Customer and request 
thatCustomer respond in wri�ng to  Bso�india Technologies Pvt.ltd. with an explana�on and �meline of the 
ac�ons to be taken by Customer to remedy prohibited ac�vity. In the event that Customer does not respond to the  
Bso�india Technologies Pvt.ltd. le�er/email and remedy the Prohibited ac�vity within five 

(5) business days,  Bso�india Technologies Pvt.ltd. will bill Customer in the following month a minimum sum of 
five thousand five hundred rupees only (Rs. 5,500/-) per instance of prohibited ac�vity to cover  Bso�india 
Technologies Pvt.ltd. administra�ve cost associated with the Prohibited
Ac�vi�es of Customer.
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Third Complaint: Upon receipt of a third complaint a�er the date of second complaint related to the of prohibited ac�vity 
Customer described in the second complaint that clearly indicates that the prohibited ac�vity con�nued a�er the date of 
the first complaint, Bso�india Technologies Pvt.ltd. will send a final le�er/email with a copy o�he third complaint to the 
Customer and request again that the prohibited ac�vity cease immediately. In theevent that the prohibited ac�vity does not 
cease within five 
(5) business days, Bso�india Technologies Pvt.ltd. will terminateor suspend its connec�vity service to its Customer, and will 
resume providing services only when it is informed in wri�ng that the prohibited ac�vity has been stopped by him or his user.  
Bso�india technologies pvt.ltd. also reserves theright to bill its Customer fi�y thousand rupees only (Rs. 50,000/-) per 
instance of prohibited ac�vity towards Bso�india Technologies Pvt.ltd. administra�ve costs associated with the prohibited 
ac�vity

Notwithstanding the above, Further,  Bso�india Technologies Pvt.ltd., seeing the gravity of the prohibited ac�vity, 
may discon�nue its service even a�er the first complaint at its sole discre�on and  Bso�india Technologies Pvt.ltd. 
can also vary the minimum charges as specified in the preceding clauses at any �me by displaying the same on its 
web site and the Customer accepts the same and shall be binding on him.

o) Customer Equipment: Each piece of equipment installed in the Customer Area (the Customer equipment)must 
be clearly labeled with code name provided in wri�ng to  Bso�india Technologies Pvt.ltd. and individual 
component iden�fica�on. Each connec�on to and from a piece of Customer Equipment shall be clearly labeled 
with Customer's name (or code name provided in wri�ng to  Bso�india Technologies Pvt.ltd.) at the star�ng and 
ending point of the connec�on. Customer equipment must be configured and run at �mes in compliance with 
manufacturer specifica�on. Customer must use the best effort to provide  Bso�india Technologies Pvt.ltd. with at 
least 48 hours prior wri�en no�ce any �me it intends to connect or disconnect any Customer equipment or other 
equipment.
p) Scheduled Maintenance:  Bso�india Technologies Pvt.ltd. will conduct rou�ne scheduled maintenance of its 
InternetData Center Services according to the maintenance schedule posted on  Bso�india Technologies Pvt.ltd.  
World Wide Web sites. In the event that a mission cri�cal maintenance situa�on arises,  Bso�india Technologies 
Pvt.ltd. may have to perform emergency maintenance at any �me. During these scheduled and emergency 
maintenance periods, Customersequipment may be unable to transmit and receive data and Customer may be 
unable to access Customerequipment. Customer agrees to co-operate with  Bso�india Technologies Pvt.ltd. 
during the scheduled and emergency maintenance periods.
q) Support:  Bso�india Technologies Pvt.ltd. gives the Customer round the clock support, monitoring, fault 
repor�ngand maintenance of the networks and systems at  Bso�india Technologies Pvt.ltd. provides warranty 
support to the equipment supplied by  Bso�india Technologies Pvt.ltd. as per the terms and condi�ons of the 
manufacturers. Bso�india Technologies Pvt.ltd. will not perform maintenance of any hardware problem of the 
equipment's, which are notsold by Bso�india Technologies Pvt.ltd.
r) Use of Material: As provided by na�onal law and by interna�onal trea�es, copyrighted materials (e.g.Images, 
text and program) shall not be uploaded using  Bso�india Technologies Pvt.ltd. 's Internet services without the 
permission of the copyright holder.
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s) Use of Internet Data Centre Facility: Conduct at Internet Data Centres: Customer and its representa�ves agree 
to adhere to and abide by all security and safety measures established by  Bso�india Technologies Pvt.ltd. and set 
forth in the customer guide provided by  Bso�india Technologies Pvt.ltd. to customer. Customer and its 
representa�ves shallalso not do or par�cipate in any of the following:

Misuse or abuse any  Bso�india Technologies Pvt.ltd. property or equipment or third party equipment.Make any 
unauthorised use of or interface with any property or equipment of any other Bso�india Technologies Pvt.ltd. 
customer,Harass any individual, including  Bso�india Technologies Pvt.ltd. personnel and representa�ves of 
other Bso�india Technologies Pvt.ltd. Customers, and Engage in any ac�vity that is in viola�on of the law or aids 
assists any criminal ac�vity while on Bso�india Technologies Pvt.ltd. property or in connec�on with the Internet 
Data Centre Services.
(t) Abuse of Service: Any use of  Bso�india Technologies Pvt.ltd. system resource that disrupts the normal use of 
the system for other  BSOFTINDIA TECHNOLOGIES PVT.LTD. 's Customers shall be considered to be abuse of 
system resources and is grounds for administra�ve interven�on. Spamming is one example of system abuse.

Depending on the nature of and the severity of the abuse, the user/Customer may receive an e-mail warning or 
have their account suspended by  Bso�india Technologies Pvt.ltd. Technical Support. If the misuse is 
uninten�onal, the suspension may be rescinded at the discre�on of the Opera�ons Manager of  Bso�india 
Technologies Pvt.ltd. and may require the payment of a service re-ac�va�on charge, which shall be at least 
Rupees Ten Thousand (Rs.10,000) per server. Occasionally, uninten�onal misuse is mis-classified as inten�onal 
misuse. Customers who believe their ac�vity has been mis-classified may appeal to the Opera�ons Manager of  
Bso�india Technologies Pvt.ltd. 

Viola�ons of any of the Bso�india Technologies Pvt.ltd. condi�ons of use are unethical and may be criminal 
offences.Customer shall to report to  Bso�india Technologies Pvt.ltd. any informa�on that it may have concerning instances 
in whichthe condi�ons of use have been or are being violated. When  Bso�india Technologies Pvt.ltd. becomes aware of 
possible viola�ons, it will ini�ate an inves�ga�on. 
At the same �me, in order to prevent further possible un authorised ac�vity,  Bso�india Technologies Pvt.ltd. may suspend 
access to services to the individual account in ques�on. Confirma�on of viola�ons may result in cancella�on of the 
individual account and/or criminal prosecu�on. The account suspension may be rescinded at the discre�on of the 
Opera�ons Manager, following payment of a reac�va�on charge.

Bsoft India Technologies Pvt.Ltd.
Secure, Managed, Cloud

GSTIN/UIN: O7AAJCB9533B1ZS

A-28 IInd floor Canara Bank Building Opp-GTK-Bus-Depot, Ramgarh New Delhi 110033



www.bsoft.co.in

Technologies Pvt.Ltd.

R

+91-9990469001, Off :+91- 11-71862838 info@bsoft.in

7. So�ware License
So�ware provided with the services is provided by third par�es. All such third party provided so�ware is licensed 
to Customer subject to terms and condi�ons of an End-User License Agreement (“EULA”) provided as either a 
document accompanying such so�ware or as a pop-up screen during ini�al use of such so�ware. Customer 
hereby accepts and agrees to abide by the terms and condi�ons of EULA associated with any third party so�ware 
provided to Customer with any of the Services. Customers agree that he shall not use any pirated so�ware.

Damage caused by such  Bso�india Technologies Pvt.ltd. shall not be responsible for any third party so�ware 
neither shall it be responsible for so�ware. Further  Bso�india Technologies Pvt.ltd. for a charge at the request of 
the customer may configure the third party so�ware with the Customer's equipment, the configura�on of the 
so�ware shall be done as per the instruc�ons of the third party,  Bso�india Technologies Pvt.ltd. shall not be liable 
for any damages arising due to configura�on of the third party so�ware with the customer's equipment

8. Representa�ons and warran�es
a) Each party represents and warrants that it has the right and authority to enter into this Agreement, and
that by entering into this Agreement, it will not violate, conflict with, or result in a material default under any
other contract, agreement, indenture, decree, judgment, undertaking, conveyance, lien or encumbrance to
which it is a party or by which it or any of its property is or may become subject or bound. Each party shall not
grant any rights under any future Agreement, nor will it permit or suffer any lien, obliga�on or encumbrances
that would prevent it from performing under this Agreement.
b) Customer represents and warrants that it will, at its own expense, make, obtain and maintain in force at
all �mes during the term of this Agreement, all applicable filings, registra�ons, reports, licenses, permits and
authoriza�ons in order for Customer to perform its obliga�ons under this Agreement.  Bso�india Technologies 
Pvt.ltd.
represents and warrants that it will, at its own expense, make, obtain and maintain in force at all �mes during
the term of this Agreement, all applicable filings, registra�ons, reports, licenses, permits and authoriza�ons in
order for  Bso�india Technologies Pvt.ltd. to provide the services, and to perform its obliga�ons under this 
Agreement.
c) Both par�es represent and warrant that they will, at their own expense, comply with all laws, regula�ons
and other legal requirements that apply to them with respect to this Agreement, including copyright, privacy 
andcommunica�on decency laws.
d) Customer represents and warrants that it will: (a) not u�lize (or allow u�liza�on of) the services in a manner 
that: 
(i) is prohibited by any law or regula�on or  Bso�india Technologies Pvt.ltd. policy or to facilitate the viola�on of 
any law or regula�on or such policy; or (ii) will disrupt third party's use or enjoyment of any communica�onsor 
outlet; 
(b) not violate or tamper with the security of any  Bso�india Technologies Pvt.ltd. computer equipment or 
program;and
 (c) have an Agreement with each Customer and end user sufficient to comply with the terms herein.
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E) The Warran�es Set Forth In This Clause Are The Only Warran�es Made By  Bso�india Technologies Pvt.ltd..
 Bso�india Technologies Pvt.ltd. Is Providing Services On An “as Is”, “as Available” Basis And It Expressly Disclaims 
All Warran�es Of Any Kind, Express Or Implied, With Respect To Its Services, Any Related ServiceOr So�ware Or 
The Fitness Of The Space For Customer's Use.  Bso�india Technologies Pvt.ltd. Hereby Expressly Disclaims Any 
Implied Warranty Of Merchantability, Fitness For A Par�cular Purpose, OrNoninfringement Or Implied Warran�es 
Arising From A Course Of Dealing Or Course Of Performance.  Bso�india Technologies Pvt.ltd. Makes No Warranty 
That The Services Will Meet Customer's Requirement Or That The Service Will Be Uninterrupted, Timely, Secure 
Or Error Free; Nor Do It Make Any Warranty As To The Results That May Be Obtained From The Use Of The 
Service(s).Bso�india Technologies Pvt.ltd. Do Not Guarantee That The Service Provided By It Would Meet 
Customer's Requirement. No Oral Or Wri�en Informa�on Given By  Bso�india Technologies Pvt.ltd., Its 
Employees, Licensors Or The Like Will Create A Warranty.
9. Limita�on Of Liability
In No Event Shall  Bso�india Technologies Pvt.ltd. Be Liable For Special, Incidental, Consequen�al Damages Of Any 
Nature, For Any Reason, Including Without Limita�on The Breach Of This Agreement Or Any Termina�on Of This 
Agreement,Whether Such Liability Is Asserted On The Basis Of Contract, Tort (including Negligence Or Strict 
Liability) Or Otherwise, Even If  Bso�india Technologies Pvt.ltd. Has Been Warned Of The Possibility Of Such 
Damages, And Notwithstanding Any Failure Of Essen�al Purpose Of Any Limited Remedy. Notwithstanding 
Anything In This Agreement To The Contrary,  Bso�india Technologies Pvt.ltd. 's En�re Liability To Customer 
Concerning Performance Or Non Performance By  Bso�india Technologies Pvt.ltd. Or In Any Way Related To The 
Subject Ma�er Of This Agreement, And Regardless Of Whether A Claim Is Based In Contract, Negligence Or In Tort, 
Shall Not Exceed The Amount Received By  Bso�india Technologies Pvt.ltd. From Customer During The Previous 
Twelve (12)Months Only.
10. Network Abuse
Customer acknowledges that Customer has read and understands, and agrees to comply with, all applicable 
provisions of  Bso�india Technologies Pvt.ltd. 's then current Acceptable User policy incorporated herein by this 
reference.
a) Customer expressly agrees that  Bso�india Technologies Pvt.ltd. shall not be liable to Customer for any 
ac�onBso�india Technologies Pvt.ltd. takes to remove or restrict access to obscene, indecent or offensive content 
made available by Customer, nor for any ac�on taken to restrict access to material made available in viola�on of 
any law, regula�on or rights of a third party, including but limited to rights under the copyright law and 
prohibi�ons onlibel, slander and invasion of privacy.
b) Customer agrees not to use any of  Bso�india Technologies Pvt.ltd. services to access or a�empt to access other 
user's network without their express permission. These access a�empts include but are not limited to, sending of 
virus/Trojan/worms via any electronic media.
c) Upon wri�en or electronic request of  Bso�india Technologies Pvt.ltd., Customer agrees to defend, indemnify 
and hold harmless  Bso�india Technologies Pvt.ltd. its affiliates, its officers, directors, employees, agents and 
licensees, from any claims, liabili�es, losses, damages and expenses, including reasonable a�orney's fees, arising 
out of or rela�ng to Customer's or its end users' use of any of the services provided hereunder.
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d) Use of  BSOFTINDIA TECHNOLOGIES PVT.LTD. system resource that disrupts the normal use of the system for 
other BSOFTINDIA TECHNOLOGIES PVT.LTD. Customers is considered to be abuse of system resource and is 
ground for administra�veinterven�on. Viola�ons of any of the  BSOFTINDIA TECHNOLOGIES PVT.LTD. condi�ons 
of use are unethical and may be deemed criminal offences.
11. Confiden�al Informa�on
a) Each party agrees to maintain all Confiden�al Informa�on of the other party in confidence to the sameextent 
that it protects its own similar Confiden�al Informa�on and to use such Confiden�al Informa�on only as 
permi�ed under this Agreement. For the purpose of this, Confiden�al Informa�on shall mean 
informa�onincluding, without limita�on, Customer informa�on, computer programs, code, algorithms, names 
and exper�se of employees and consultants, know how, formulas, processes, ideas, inven�ons (whether 
patentable or not),schema�cs and other technical, business, financial and product development plans, forecasts, 
strategies and informa�on which are marked confiden�al, or if disclosed verbally, are iden�fied as confiden�al on 
or before the �me of disclosure. Each party agrees to take all reasonable precau�ons to prevent any unauthorized 
disclosure or use of Confiden�al Informa�on of the other party including, without limita�on, disclosing such 
Confiden�alInforma�on only to its employees: 

(a) with a need to know to further permi�ed uses of such informa�on;
 
(b)who are par�es to appropriate Agreements sufficient to comply with this Clause and (c) who are informed of the 
nondisclosure/non-use obliga�ons imposed by this clause; and both par�es shall take appropriate steps to implement and 
enforce such non-disclosure/non-use obliga�ons. The foregoing restric�ons on disclosure and use shall survive for two (2) 
years following termina�on of this Agreement but shall not apply with respect to anyconfiden�al informa�on which: (i) was 
or becomes publicly known through no fault of the receiving party; (ii)was righ�ully known or becomes righ�ully known to 
the receiving party without confiden�al or proprietary restric�on from a source other than the disclosing party; (iii) is 
independently developed by the receiving partywithout the par�cipa�on of individuals who have had access to the 
Confiden�al Informa�on; (iv) is approved by the disclosing party for disclosure without restric�on in a wri�en document 
which is signed by a duly authorized officer of such disclosing party; and (v) the receiving party is legally compelled to 
disclose; provided, however, that prior to any such compelled disclosure, the receiving party will (a) assert the privileged and 
confiden�al nature of the Confiden�al Informa�on against the third party seeking disclosure and (b) cooperate fully with the 
disclosing party in protec�ng against any such disclosure and/or use of the Confiden�al Informa�on. In the event that such 
protec�on against disclosure is not obtained, the receiving party will be en�tled to disclose the Confiden�al Informa�on, 
but only as, and to the extent, necessary to legally comply with such compelled disclosure. Each of the par�es hereto agrees 
not to disclose to any third party the terms of this Agreement without the prior wri�en consent of the other party hereto, 
except to advisors, investors and others on a need to- know basis under circumstances that reasonably ensure the 
confiden�ality thereof, or to the extent required by law.

Bsoft India Technologies Pvt.Ltd.
Secure, Managed, Cloud

GSTIN/UIN: O7AAJCB9533B1ZS

A-28 IInd floor Canara Bank Building Opp-GTK-Bus-Depot, Ramgarh New Delhi 110033



www.bsoft.co.in

Technologies Pvt.Ltd.

R

+91-9990469001, Off :+91- 11-71862838 info@bsoft.in

b) Each of the par�es agrees not to disclose to any third party the terms of this Agreement, including pricing, 
without the prior wri�en consent of the other party hereto, except to advisors, investors and others on a needto-
know basis under circumstances that reasonably ensure the confiden�ality thereof, or to the extent requiredby 
law.

c) In the event of an actual or threatened breach of the above confiden�ality provisions, the non-breaching
party will have no adequate remedy at law and will be en�tled to immediate injunc�ve and other equitable 
relief,without bond and without the necessity of showing actual money damages.

d) Within ten (10) days a�er the termina�on of this Agreement, Customer shall return to the disclosing party
all originals and copies of all Confiden�al Informa�on which has been fixed in any tangible medium ofexpression.If 
return of digital copies is imprac�cal, Customer may destroy the digital copies and send the disclosing 
partywri�en cer�fica�on of such destruc�on.

12. Non Assignment
This Agreement shall be binding upon, and inure to the benefit of, the par�es hereto and their respec�ve
successors and assigns. Notwithstanding the above, this Agreement may not be assigned in whole or in part by a 
party, without the wri�en consent of the other party, which shall not be unreasonably withheld, 
provided,however that this Agreement may be assigned to the successor to the whole of a party's business 
without such consent. Any assignment in viola�on of this paragraph shall be null and void.

13. Independent ContractorsThe par�es are independent contractors, and nothing in this Agreement shall be 
deemed to place the par�es in the rela�onship of employer-employee, principal-agent, or partners or in a joint 
venture.

14. Non-Waiver

Failure of either party to enforce any of its rights hereunder shall not be deemed to cons�tute a waiver of its
future enforcement of such rights or any other rights.
15. Severability

If any provision of this Agreement is held to be invalid, illegal or unenforceable under present or future laws,
such provision shall be struck from the Agreement; however such invalidity or enforceability shall not affect 
theremaining provisions or condi�ons of this Agreement. The par�es shall remain legally bound by the remaining 
terms of this Agreement and shall strive to reform the Agreement in a manner consistent with the original intent 
of the par�es.
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23. No�ces
Any required no�ces hereunder shall be given in wri�ng by registered post or courier at the address of each 
partyabovemen�oned or to such other address as either party may from �me to �me subs�tute no�ce. No�ce 
shall be deemed served when delivered.

IN WITNESS WHEREOF, the undersigned do hereby execute this Agreement y duly authorized officials as of the
date set forth below:

    For  BSOFTINDIA TECHNOLOGIES PVT.LTD. 

    PERSON NAME

    Authorised Signatory

     

ANNEXURES ATTACHED TO THE AGREEMENT

ANNEXURE I: SERVICES TO BE PROVIDED

ANNEXURE II: ORDER FORM INDICATING THE PRICE.

ANNEXURE III: SERVICE LEVEL AGREEMENT
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Annexure III
Service Level Agreement ('SLA”) Service Hos�ng at  Bso�india Technologies Pvt.ltd. Data Centre SERVICE LEVEL 
AGREEMENT

This Agreement is effec�ve the date on which Order Form (OF) is placed and Customer accepts the terms 
asmen�oned in the Master Service Agreement (MSA) and this Service Level Agreement (SLA) which forms part of 
the MSA.

This Agreement is executed at New Delhi between  BSOFTINDIA TECHNOLOGIES PVT.LTD. hereina�er referred to 
as “Service Provider” and the Customer, and is valid for a term as stated in the. The terms of this Agreement shall 
apply only to those Services which are referred in the OF and any Supplemental Services agreed by both the 
Par�es. This Agreement provides the right - under certain circumstances specified below, for a Customer to 
receive Services Credits in the event of failure to provide Services by the Service Provider to the Customer as 
men�oned in OF in accordance with (i) the MSA, and (ii) this SLA, each of which is incorporated herein by 
reference and made a part hereof (collec�vely the "Documents") Service Provider and the Customer shall be 
referred collec�vely as “Par�es”. Unless the context otherwise requires, all capitalized terms used but not 
otherwise defined herein shall have the meanings as found in MSA. Other terms may be defined elsewhere in the 
text of this Agreement and, unless otherwise indicated, shall have such meaning throughout this Agreement. All 
capitalized terms used in this Agreement defined in the MSA and the OF and not defined hereunder shall have the 
same meaning as defined in the MSA or the OF. The Service Provider reserves the right to change the terms 
andcondi�ons of this Agreement with respect to the Services to be provided by Service Provider to Customer.

1. DEFINITIONS
In this Agreement, the following words and expressions, unless inconsistent with the context, shall bear the
meanings assigned thereto: Down�me shall mean the dura�on of the Service Outage, calculated in aggregate 
number of hours in any year. The �me period is calculated on the basis of the Trouble Ticket ini�ated by the 
Customer and ending when the Trouble Ticket is closed by Service Provider subject to due confirma�on from the 
Customer on resolu�on of the outage.

The �me periods are calculated on basis on the number of outages per year and excluding the events covered
under headings Excep�ons to this SLA which shall not for the purposes of this SLA be included while measuring 
Down�me.

Excep�ons All the events as men�oned in clause 3 herein and shall mean either an event or a set of events, any 
occurrence and the dura�on of occurrence of which shall not cons�tute a Service Outage or Down�me for the 
purposes of this SLA.
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16. Force Majeure
Either party shall be excused from any delay or failure in performance hereunder caused by reason of any 
occurrence or con�ngency beyond its reasonable control, including but not limited to, acts of God (e.g. 
earthquake), labor disputes, strikes, riots, war or other unan�cipated occurrences or problems and governmental 
requirements. The obliga�ons and rights of the party so excused shall be extended on a day-to-day basis for the 
period of �me equal to that of the underlying cause of the delay as long as such delay remains beyond such party's 
reasonable control.

17. Governing law
This Agreement shall be deemed to have been made in the Union of India and the provisions and condi�ons o�his 
Agreement shall be governed by and interpreted in accordance with the law of the Union of India. Both par�es 
agree to submit to the jurisdic�on of Na�onal Capital Territory of Delhi.

18. Arbitra�on
Any dispute or claim arising out of or in connec�on with this Agreement or the performance, breach 
ortermina�on hereof, shall be finally se�led by binding arbitra�on conducted in Na�onal Capital Territory of Delhi
by an arbitrator appointed by the management of the  Bso�india Technologies Pvt.ltd. The award of arbitra�on 
shall be binding and final.

19. Non-Agency
Nothing contained in this Agreement shall be construed as crea�ng any agency, partnership, or other form of joint 
enterprise between the par�es.

20. Annexure
All the Annexure form part of this Agreement and must be read along with this Agreement. Further, in theinstance 
of any conflict between the terms of this agreement and any of the annexure, the terms of this agreement shall 
prevail, if any.

21. Heading
Headings used in this Agreement are for reference purpose only and in no way define, limit, construe or describe 
the scope or extent of such clause or in any way affects this Agreement.

22. En�rety
This Agreement expresses the complete and final understanding of the par�es with respect to the subject ma�er 
hereof, and supersedes all prior communica�ons between the par�es, whether wri�en or oral with respect tothe 
subject ma�er hereof. No modifica�on of this Agreement shall be binding upon the par�es hereto, unless 
evidenced by a wri�en statement duly signed by authorized representa�ves of the respec�ve par�es hereto.
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Emergency Maintenance shall mean maintenance carried out under a condi�on or situa�on which poses danger 
to the system, equipment, network, facili�es required for rendering the Service etc. as the case may be and has to 
be a�ended immediately. Service Provider shall try to no�fy the Customer about the emergency maintenance 
inadvance, whenever feasible.
Facility The facility is located at office of  Bso�india Technologies Pvt.ltd. Datacenter in New Delhi where Service 
Provider provides space, racks for placing the servers. 

Actual Up�me is the aggregate percentage of Total Up�me Hours in a year during which the Services is actually 
made available for use by Customer.
Service Credits shall mean services which the Customer would be en�tled on account of failure of the Service 
Provider to provide Services as per the standards men�oned in this Agreement.
Service Catalogue shall contain all or any of services/facili�es viz., back up facility, dedicated firewall 
facility,hardware monitoring facility, help desk support, load balance server, network and power up�me, OS 
management, shared firewall service and Version Control described in Annexure A to this SLA which may 
beavailed by the Customer along with the Services as men�oned in the OF from Service Provider.

Service Outage shall mean an unscheduled disrup�on/failure in any Service offered by Service Provider as per this 
Agreement, due to which Customer's server is un-accessible to Customer. The outage of Services due to, but not 
limited to the following shall be a Service Outage. Customer is unable to transmit to or receive informa�on from 
his network equipment because Service Provider failed to provide facility services to its network equipment 
including, switch, router, firewall etc. Failure of Services like Internet connec�vity, IDC LAN etc. shall also be 
treated as Service Outage.

Space The Por�on of rack which is leased/licensed to Customer for placing their server.

Support Desk shall be the loca�on where the Customer should report a fault. Details of the same are men�oned in 
the annexure of this SLA, or if changed, may be in�mated from �me to �me by Service Provider to the Customer. 

Total Up�me Hours shall mean 24 hours, 365 days a year. (Year is defined as period of 365 days) “Trouble 
Ticket”means issuing a �cket with a unique iden�fica�on number confirming the customer complaint logging in 
with Service Provider in rela�on to a Service Outage faced by the Customer.

2. SCOPE OF THE SERVICES

2.1. Service Provider agrees to provide the services to Customer as detailed in OF for an Ini�al Period asmen�oned 
in OF and for said period the Customer has agreed to pay the amount as agreed in the OF.

2.2. Service Provider will provide the Services as per the services opted by the Customer in the OF, details ofall the 
services are provided in the Service Catalogue which is provided in Annexure A along with this SLA.
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2.4. Services will be provided to the Customer by the Service Provider with the infrastructure available at its data 
center which consists of the following:

2.3. Service Provider assures that it shall provide its immediate support and assistance in the event of 
anydisrup�on in the Services being provided by  Bso�india Technologies Pvt.ltd.. The manner and �me frame for 
troubleshoo�ng and the �melines for the resolu�on of the problems are men�oned in the Annexure A of this 
Agreement.

2.6. If the Actual Up�me (A) calculated is less than 99.9%, the following Credits shall be due to Customer:

III. So�ware Crashes affec�ng hardware.

II. Servers without Redundant Power Supply (RPS) would carry 99% Up�me SLA. The Service credit calcula�on

A >= 99.9% No Credits

I. Servers without Redundant Power Supply (RPS)

Service provider assures to provide cooling @ 21°C (+/-) 2°C and Humidity levels @ 45 % (+/-) 5%.

2.5. Service Provider assures the Customer 99.95 % up�me availability of the Infrastructure including Power* and 
Cooling** covered by this SLA. Hardware Up�mes SLA would be 4 hours response from the �me of detec�on of 
hardware problem either by the service provider help desk or by the customer. Subject to clause 3 of this 
Agreement, in the event the Service Provider fails to provide the Customer with the Services required by 
theCustomer in accordance with the Agreement, such failure resul�ng from complete unavailability of Service 
Provider Network, such events will be treated as “Qualified Network Down�me Event” for which Service 
Providerwill issue the Customer a Service Credit.

Ÿ  ISO 27001 Cer�fied
Ÿ  Carrier Neutral Datacenter
Ÿ  Capability to provide 99.95 % SLA
Ÿ  Dual ac�ve power sources from two different power genera�on plants.

method and Service credits remains the same as men�oned in the Clause 2.6.

Exclusions

A= 98% < 2 days equivalent service credit for the Service period affected calculated on a prorate basis

A = 99.9% < 98.00% 1 days equivalent service credit for the Service period affected calculated on a prorate basis.
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n) Any interrup�ons, delays or failures caused by Client or Client's employees, agents, or subcontractors,
such as, but not limited to, the following:

3. EXCEPTIONS

b) Failure of the Customer links, internet connec�vity or end user so�ware, access circuits, local loop or

Service Credit:

any network not owned or managed by Service Provider.

c) Anything inside Client's internal network including, but not limited to, firewall configura�on and bandwidth to 
internet, local area worksta�ons, servers, So�ware, and configura�on

a) Interrup�on due to scheduled maintenance, altera�on, or implementa�on, where the Service Provider 
provides at least one days prior no�ce;

3.1. The following events do not cons�tute a Down�me and shall not be eligible to be considered for any

I) Failure of Customer to purchase minimum redundant systems necessary to support this warranty; or

Persons.
k) Any abuse or fraud failure to comply with the Acceptable User Policy on the part of Customer and its Authorized

clause 6.1 (a)
j) Failure in no�fying the Service Desk about service outage within 15 minutes of the outage as men�oned in

h) Failure or malfunc�on of any equipment or services not provided by Service Provider;

hacker or virus a�ack);
normal opera�on of the Services, the Service Provider's facility, or access to or integrity of Customer data (e.g.,
g) A shut down due to circumstances reasonably believed by Service Provider to be a significant threat to the

f) Negligence or other conduct of Customer or its Authorized Persons, including a failure or malfunc�onresul�ng 
from applica�ons or services provided by Customer or its Authorized Persons;

e) DNS issues not in scope and control of Service Provider.

d) Time taken during offline backups.

l) Any u�lized Scheduled Service Down�me.

m) Any problems outside the Service Provider Facility Network.
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6. PROCEDURE FOR AVAILING SERVICE CREDITS
6.1. Whenever the Customer encounters Service Outage, the following procedure should be followed;
a) The Customer should contact the Service Provider “Support Desk” within 15 minutes of the outage and shall
request for a Trouble Ticket number immediately and track the Trouble Ticket number �ll the Trouble Ticket is
closed on resolu�on of the outage.
b) The Service Provider on the receipt of the issue of Trouble Ticket to the Customer shall have a background check 
to verify if the Customer is eligible for the Service Credit.

c) If Service Provider in its reasonable commercial judgment believes that it has failed to provide the Services as 
per the scope men�oned in clause 2.2, the Service Provider shall credit the customer's account the prorated base 
charges from the day the Trouble Ticket is issued to Customer �ll the Trouble Ticket is closed on resolu�on of the 
outage.
6.2. Service Credit will issue on the first day of the following Service Outage year.

7. WARRANTIES OF SERVICE PROVIDER
7.1. Warran�es of Service Provider
7.1.1. Service Provider warrants that it shall perform and provide Services in a professional and 
workmanlikemanner in accordance with this Agreement.
7.1.2. No other warran�es are expressed or implied, including but not limited to, any warran�es of
merchantability or fitness for a par�cular purpose.

7.2. Warran�es of Customer.

7.2.1. Customer warrants that it has unrestricted right to use the Services provided by Service Provider and shall 
be used for legal purpose and not for any illegal purposes against the policy men�oned in AUP.

7.2.2. The Customer will not do any voice communica�on from anywhere to anywhere by means of dialing 
atelephone number (PSTN/ISDN/PLMN) as defined in Na�onal Numbering plan .The customer will not originate 
thevoice communica�on service from a Telephone in India and/or terminate the voice communica�on to 
anyTelephone within India .

7.2.3. The Customer will not establish any connec�on to any public switched Network in Indiaand/orestablished 
gateway between Internet & PSTN/ISDN/PLMN in India and will not use any dial up lines with outwarddialing 
facility from Nodes.

7.2.4. Customer acknowledges and will not establish any interconnec�vity between ISPs who are permi�ed to
offer Internet Telephony Services and the ISPs who are not permi�ed to offer Internet Telephony Services
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5.3. All the payments terms men�oned in this Agreement and the obliga�ons of the Par�es detailed in MSA

5.2. The details of the charges are men�oned in the OF which forms part of this Agreement.

setup charges, yearly recurring charges and other supplemental charges for any Supplemental Services provided 
during the Ini�al Term on or before the Service Commencement Date.

shall be followed in true spirit.

4.2. Service Provider agrees that on occurrence of any event as men�oned in clause 2.2 the Customer wouldbe 
eligible to request a Service Credit on compliance of the terms as men�oned in clause 6.1.(a) of this SLA. Any delay 
by the Customer or any acts contrary to the clause 6.1(a) will result in an automa�c waiver of Service Credit under 
this SLA.

4.1. Service Provider agrees that it shall provide for the requisite service credits to the Customer in the eventof it 
not being able to provide the Services for which it had already received the payments.

4. SERVICE CREDIT

p)Force Majeure event

o)Any specific services not in customer opted plan.

IV.Any problems related to the a�acks on the machine such as hacking, a�acks, and exploits.

I. Inaccurate configura�on.

II. Non-compliant use of any so�ware installed on the server.

4.3. Customer shall be eligible for Service Credit for only those Down�me which has occurred a year prior to the 
date of claim and the maximum Service Credit to which Customer shall be en�tled is as men�oned in clause

III. Client ini�ated server over-u�liza�on.

5.1. The Customer shall pay all the charges for the term as opted by him in the OF in advance which includes

5. PAYMENT TERMS

6.1.(c). The Customer shall not be en�tled to any other Service Credits in respect of such Down�me for other years 
during the pendency of such Service Credit.
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8. LIABILITY

8.1. Customer agrees that the Service Provider shall not be deemed negligent, at fault or liable in anyrespect for 
any delay, interrup�on or failure in performance hereunder resul�ng from fire, flood, water, the elements, 
explosions, acts of God, war, accidents, labour disputes, strikes, shortages of equipment or suppliers or other 
causes beyond the reasonable control of the Par�es delayed or prevented from performing.

8.2. Customer shall indemnify and hold harmless Service Provider, its agents, contractors and employees from 
and against any and all claims, liability, damage, loss or expenses of whatever nature which may arise out of the 
negligent or inten�onal acts or omissions of Customer, its agents, employees, contractors or Authorized Persons.

8.3. The Customer agrees that notwithstanding anything contained in this Agreement the liability of theService 
Provider on account of any claim or cause of ac�on arising on account of breach any of the terms of this agreement 
shall be limited to the amount of fees paid by the Customer. The limita�on set forth in this clause shall apply to all 
causes of ac�ons or claims in the aggregate, breach of contract, breach of warranty, negligence, strict liability, 
misrepresenta�on and other torts. Further, the Customer shall enforce any such claim on, referred to in this clause 
within one year of the alleged breach having taken place. The Service Provider and the Customer expressly 
acknowledge and agree that the limita�ons and exclusions contained herein represent agreement of the Par�es 
as to the alloca�on of risk between the Par�es in connec�on with Service Provider's obliga�ons under this 
Agreement.

Authorized Representa�ve of customer and  Bso�india Technologies Pvt.ltd. have read the foregoing and all 
documents
incorporated there in and agree and accept such terms effec�ve as of the date wri�en below
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