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Service overview

GreenlLake Flex Solutions built for Veeam (the “Service “) provides the capability to maximize data and
application availability from on-premises to cloud and raise the bar on mission-critical availability. HPE gives you
the choice and flexibility to place your data where it makes most sense, delivering our solutions as a service

on- and off-premises, and you pay only for what you need.

Rapidly recover your data
Verify your data is always on with our mission-critical availability and data protection solutions.
Get data protection as a service

Have the choice and flexibility to protect your data on premises to cloud. Leverage pay-per-use models with
GreenlLake Flex Solutions so you can scale resources as needed.

. Core Service benefits

. Veeam End User License, Installation, and Support Agreement

The Customer is responsible for implementing the necessary licensing and support agreements for the Veeam
Software directly with Veeam.

Before the Customer installs the Veeam Software and as a pre-requisite for these services, the Customer must
download and electronically sign the Customer End User License Agreement (EULA) directly from Veeam by
accessing the applicable links (provided here for Customer’s reference: veeam.com/eula.html)

Accordingly, the Customer must contact Veeam directly for support. As set forth in the EULA, support
for the Veeam Software is provided in accordance with:

— Veeam EULA and licensing policy

—  Support policy
Installation services

HPE will schedule a remote installation planning meeting with the Customer prior to installation of the Veeam
Systems. During the installation planning meeting, HPE will review any Customer responsibilities required for the
installation.

All installation activities will be coordinated through the HPE account support manager (ASM) and utility delivery
manager (UDM).

See the detailed service data sheet for the scope and requirements of HPE deployment services.
Capacity management

Notwithstanding System Details, the following shall apply with respect to the buffer and trigger capacity
percentages, specifically for the Veeam and HPE Apollo systems, as follows:

— Buffer capacity is considered to be part of the NTFS or ReFS file system used by the Veeam Software and
therefore there is no buffer capacity deployed for HPE Apollo systems. The trigger capacity is 70% for HPE
Apollo systems but maybe adjusted via the change order management process.

— To assist Customers with their capacity planning, HPE will inform them when the utilization of the installed
Veeam Software reaches 80% of the installed capacity. Additional licenses maybe added through the
change management process.


https://www.veeam.com/eula.html
https://www.veeam.com/eula.html
https://www.veeam.com/support.html
https://www.hpe.com/psnow/doc/a00156240enw

3. Support

3.1. Software support is provided directly from Veeam.
3.2. The Veeam support service level is Production 24x7.

3.3. Customer must call Veeam directly for support. The customer will receive the software access code via an email
from Veeam. The customer will then work with HPE upon receipt of the codes.

3.4. Veeam SW support is currently provided to Customers in English, Spanish, French, German, Russian,
Japanese, Chinese, Portuguese languages. After hours, L2 and L3 support is offered in English only.
For Veeam support specifics, including available languages visit veeam.com/support.html.

3.5. Note that the support provided by Veeam as outlined previously does not include any assistance for upgrading
the Veeam Software to newer versions or applying patches. For support specifics, visit veeam.com/support.html.
If required, these services must be purchased in a separate transaction directly between the Customer and
Veeam.

4. Customer Responsibilities

Veeam requires a copy of Microsoft SQL to store its operational data. Veeam supplies a free distribution
of Microsoft SQL but, sometimes, this is insufficient to meet the Customer’s backup requirements and a
full-functioned version of Microsoft SQL maybe required. If required, and not purchased as part of the
Veeam Systems, the Customer is responsible for providing a licensed copy of Microsoft SQL.

The customer must provide a virtual server that meets Veeam’s specifications, found at
bp.veeam.expert/appendix_a_sizing, to run various aspects of the Veeam Software’s administration.

The customer is responsible for implementing Veeam’s licensing and support agreement (with 24x7 support)
directly with Veeam for the Veeam Software as outlined in Veeam End User License, Installation, and
Support Agreement.

If the customer is considering any changes to the Veeam Systems through the Statement of Work term, the
Customer agrees to consult with HPE delivery prior to initiating the changes. HPE will assist the Customer to
help understand any impact and advise the Customer if additional charges will apply, with any such changes
subject to the contract change management process.

5. Service Level Descriptions and Response Time SLA

5.1. Service Level Descriptions

Description Target Premier Target Production Target Basic

Response SLA Response SLA Response SLA

Severity 1 — A business-critical 30 minutes 1 hour 2 business hours

software component or a
Veeam managed system
is inoperable or
unavailable.

—  Production system is
down; or there is an
emergency condition.

— Requires an immediate
workaround or solution.

Examples: Excessive
abnormal terminations
impacting all monitoring,
backups and schedules or a
down/ offline production
system cannot be restored;
application or system failure
caused by Veeam product.

Severity 2 - Adversely impacting 30 minutes 3 hours 8 business hours

Production operations,
but the production system
is not down.

— Product operates but is
seriously restricted.
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https://www.veeam.com/support.html
https://www.veeam.com/support.html
https://www.veeambp.com/

Severity 3

Severity 4

Examples: Production
application response times or
system performance are slow,
system is available. Some
monitoring or backups are
impacted.

— A non-production issue.

—  The majority of functions
are still usable, a limited
condition that can be
readily circumvented.

Examples: non-production
application response times or
system performance are slow,
system is available. Some
monitoring or backups are
impacted.

— Minor issue or question
that does not affect the
product function and can
be readily circumvented.

Examples: “How to”
questions; the text of a
message, or page of
documentation is worded
poorly or misspelled, General
Feedback.

5.2. Service Level Descriptions

Premier

Production

30 minutes 6 hours 12 business hours

30 minutes 8 hours 24 business hours

Target Response SLA

Evaluation Free/NFR

Severity 1

Severity 2

Severity 3

Severity 4

30 minutes 1 hour

30 minutes 3 hours
30 minutes 6 hours
30 minutes 8 hours

2 business hours NA NA

8 business hours 8 business hours Best effort

12 business 12 business hours Best effort
hours
24 i
24 business hours h business Best effort
ours
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6. Applicable Terms and Conditions

Data Privacy and Security Agreement hpe.com/psnow/doc/a50009396enw
Data processing & security measures hpe.com/psnow/doc/a50009358enw
Sub-processor list hpe.com/psnow/doc/a50000947enw

HPE aaS Terms for Customers (unless otherwise

stated in the Change Order Form.) hpe.com/psnow/doc/a50009054enw

Chat now
Visit HPE.com
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