
 

 

Service description  

    

HPE GreenLake Flex Solution Built for Virtual Desktop 
Infrastructure  
   

1. OVERVIEW  
Virtual Desktop Infrastructure (VDI) is the technical enabler to support the workplace transformation: desktop and applications are hosted 
in a remote server instead of laptops and can be accessed by users at any time, from anywhere and through any device, on demand. Virtual 
desktops eliminate the risk of data loss if the endpoint is lost or stolen. Data is streamed over an encrypted connection and never cached on 
the device. With VDI, IT can control access to external storage devices to prevent users from downloading sensitive data or uploading 
unauthorized software.   

The HPE GreenLake Flex Solution built for VDI is an as-a-service solution that delivers the security, performance, and compliance benefits 
of an on-premises VDI solution with the simplicity and flexibility of the cloud.   

The HPE GreenLake Flex Solution built for VDI offers organizations with on-site, remote, or mobile workers a unique, secure, as-a service 
option to keep their workloads on-premises, scale simply, and pay-per-use, per-month, while ensuring the organization stays compliant. The 
HPE GreenLake Flex Solution keeps the data in the data center and proper region.  

The HPE GreenLake Flex Solution built for VDI offers virtual desktop configurations tailored for different user types—from task workers 
using shared resources to power users, engineers or traders needing dedicated nodes of CPU and GPU compute and memory.  

2. SERVICE FEATURES OVERVIEW  
           The HPE GreenLake Flex Solution built for VDI has the following features:    

• Cloud model with the benefits of on-premise - The HPE GreenLake Flex Solution built for VDI is the answer to customers’ need of 
a cloud financial model with the benefits of the on-premise: customers get the necessary VDI-optimized infrastructure and support 
services deployed in customer’s data center or in colo and pay a monthly bill based on usage (subject to minimums payable).   

• Flexibility - The HPE GreenLake Flex Solution built for VDI has the flexibility to scale, aligning growth with demand through a pay-
per-use consumption model while meeting on-premises security and performance.  

• The HPE’s solution leverages a best-of-breed ecosystem with options to meet customer requirements.   
• Comprehensive support - HPE helps customers comprehensively run their environment, add workloads, and simplify operations 

with skilled resources with the ability to choose as rich a support experience as desired.   
• Modular solution, based on standard building blocks - Modular building blocks include hardware, software, and services.  
• Elasticity - The HPE GreenLake Flex Solution built for VDI model empowers the customer to add/change/delete profiles as needed. 

The collaborative capacity planning process that is part of the model ensures that the appropriate resources are available to 
sustain variability.  

• On-premise accelerated GPU - The HPE GreenLake Flex Solution built for VDI meets customer requirements for demanding power 
and engineering user profiles who need an on-premises solution with accelerated graphic capabilities.  

• Single pane of glass - Gain control over costs and governance across on-premises and public clouds, through the platform.  

3. SERVICE FEATURES HIGHLIGHTS   
The HPE GreenLake Flex Solution built for VDI offers virtual desktop configurations tailored to different user workloads—from task workers 
using shared resources to power users, engineers or traders needing dedicated nodes of CPU and GPU compute and memory.  

The HPE GreenLake Flex Solution built for VDI consists of the following elements, under a single contract, single invoice and with HPE as 
the single point of contact, paid monthly on a pay-per-use basis subject to minimums payable:  

• The hardware platform, optimized for the customer’s specific blend of user profiles, configured and installed by HPE at customer 
premises or in colo for customer full control and reduced latency.  

• The graphic acceleration, powered by Nvidia. Nvidia vGPU software is maintained and supported by Nvidia, as defined in 
https://www.nvidia.com/en-us/support/enterprise/. 

• The blend of VDI-tailored advisory, and support services of customer choice.  

The HPE GreenLake Flex Solution built for VDI is purpose-built for deploying a Citrix CVAD / DaaS or Omnissa Horizon - based VDI solution 
on validated configurations, as a service. The VMware vSphere and vCenter licenses and the VDI software licenses, including the gateway 
and load balancer components, will have to be procured by the customer (BYOL).  

The HPE GreenLake Flex Solution built for VDI is validated as an integrated system, delivering fast time to value to our customers. The 
solution is optimized for both Citrix and Omnissa Horizon VDI software, to deliver reliable solid performance.   

https://www.nvidia.com/en-us/support/enterprise/
https://www.nvidia.com/en-us/support/enterprise/
https://www.nvidia.com/en-us/support/enterprise/
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In order to effectively support low complexity VDI scenarios (low number of users and simple user types), HPE offers a HW and SW 
architecture, limited to a low number of servers, and services specifically designed for such use case. The choice between the low 
complexity VDI configuration and the standard VDI configuration is done in the SOW and may have impact on the changes to the System, 
as specified in Section 10.  

Table 1 below describes the features of the HPE GreenLake Flex Solution built for VDI solution. Unless otherwise specified, the services are 
the same for the low complexity VDI and for the standard VDI scenarios.   
  

TABLE 1. HPE GreenLake Flex Solution built for VDI features  

  
 Features  Specifications  

Hardware   Optimized for the customer-specific VDI use case. Refer to the SOW for the details  

Software   Optimized for the customer-specific VDI use case. Refer to the SOW for the details  
 
Installation & startup 
services  

 
 
Installation  
Key roles and steps:  

• An HPE Consumption Services Specialist co-ordinates the factory build process in accordance with customer’s configuration inputs 
provided prior to build and with HPE best practices  

• The infrastructure is comprehensively factory tested prior to shipping  
• Before shipping the solution, HPE agrees with the customer the delivery date, time and on-site logistics. •  An HPE field delivery 

specialist installs, powers on, and connects the pre-integrated and configured solution to external peripherals and network 
components  

• Hardware validation is performed by HPE to help verify that there was no damage during shipping and that the solution is properly 
connected and functioning in the customer’s environment  

• HPE remote support, monitoring/management and metering tools are configured, activated, and tested as appropriate  
Startup  
The HPE VDI Startup Service provides planning and implementation sessions with Hewlett Packard Enterprise service specialists, covering the 
installation and deployment of the HPE GreenLake Flex Solution built for VDI in Customer’s data center and setup of the chosen VDI control 
plane. This could be Citrix CVAD / Citrix DaaS, or VMware Horizon.  

HPE GreenLake Flex Solution built for VDI System implementation, testing, acceptance and hand-over to the customer are the main objectives 
of the Startup service.  

The main service features are listed below:  

• Project initiation and planning including service readiness for: o VMWare vSphere®,  
o NVIDIA, and  
o either Citrix CVAD / Citrix DaaS, or Omnissa Horizon   

• HPE will bring the system up to standard operating conditions, making the system ready for deployment of virtual machines and 
containers.  

• HPE will guide Customer to build up to one (1) Golden Windows 10/11 VDI image per virtual desktop type.  
• Service will be mainly delivered remote with help from on-site consulting resources   

  
The tasks outlined in Table 2 below will be performed by HPE for the HPE GreenLake Flex Solution built for VDI start-up. Additional services 
can eventually be discussed and added, if needed by the customer:   
  
TABLE 2. Startup service features  

                       Features                                                                                                           Delivery specifications  

 

 PROJECT INITIATION AND  • Review roles and responsibilities of the HPE GreenLake Flex Solution built for VDI System  
PLANNING  implementation with Customer and determine tasks for on-site vs. remote delivery based upon the tasks 

described below and the services purchased.   
• Plan and schedule workshops taking into account the duration of the allotted hours to capture detailed requirements for the HPE 

GreenLake Flex Solution built for VDI System deployment and document any Customer remediation tasks required to enable 
connectivity between Customer environment and the VDI control stack.  

• Create detailed design and remediation document based on workshop results.  
• Assist Customer on Windows 10/11 VDI desktop golden-image design per virtual desktop type. 
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HPE GREENLAKE FLEX  
SOLUTION BUILT FOR VDI  
IMPLEMENTATION  

  

• Oversight of the initial HW setup and installation for one (1) HPE GreenLake Flex 
Solution built for VDI System in a Factory Express site.  

• Oversight of add on HW setup and configuration for one (1) HPE GreenLake Flex 
Solution built for VDI System in Customer premises.  

• Installation and configuration of VMware vSphere® and vCenter on VDI management 
layer nodes.  

• Installation and configuration of VMware vSphere® on VDI workload servers.  
• Installation and configuration of VMware vSphere® and vCenter on the cluster used for 

HPE management and monitoring.  
• If Citrix cloud is selected as the VDI control plane, enablement of Citrix Cloud tenant for 

Customer and assignment of Citrix licenses.  
• Installation and configuration of Windows Server virtual machines on management 

cluster. Specific VMs require to join customer’s Active Directory.   
• Installation and configuration of one (1) selected VDI control stack component among the 

following: o Citrix Cloud components including Citrix Cloud tenant, Citrix Cloud 
Connector and Citrix Gateway Service or on-premises Citrix gateway.  

o Citrix on-premises components including Citrix StoreFront, Delivery 
Controller, License server, and Citrix Gateway.  o Or, Omnissa Horizon 
components including Connection Servers, Unified Access Gateway, VMware® 
DEM.   

• Installation and configuration of NVIDIA GPU Manager on all the Workload VMware 
ESXi™ hosts and Installation of NVIDIA Guest OS Driver on VDI Primary images.  

• Installation of NVIDIA License Manager for vGPU.  
• Installation and configuration of Microsoft SQL or PostgreSQL in high availability mode.  
• Set-up the virtual machines needed for management and monitoring activities by HPE.  
• Readiness of Golden Primary image for VDI Desktop OS (one image per profile) for 1 

Gold Primary image (Desktop OS VDA) without GPU and 1 Gold Primary image (Desktop 
OS VDA) with NVIDIA vGPU.   

• Integration of Citrix VDI Management components or Omnissa Horizon management 
components with the existing customer’s infrastructure. This includes Active Directory, 
ADFS, existing storage, database servers, Citrix cloud subscriptions, and network 
solutions.  

• Configure Citrix Cloud connectors and verify connectivity between customer’s data center 
and Citrix Cloud.  

• Readiness of configuring Citrix policies or Horizon DEM policies and AD GPO settings 
with Customer.  

• Support customer to configure basic user profile management and folder redirection and 
user personalization Citrix VDI or Horizon VDI.  

• Advise Customer on client SW deployment for Citrix Workspace or Horizon Client.  
• Installation and configuration of customer provided Citrix Gateway or Citrix Gateway 

Services or Unified Access Gateway and Citrix/Horizon certified load balancer.  
• Installation and configuration of the load balancer (if Citrix load balancer or F5 is selected 

and procured by the customer)  
• Creation of machine catalog (MCS), VDI machines on workload cluster and delivery 

groups up to number of ordered virtual desktops or Creation of Instant Clone VDI Pools 
and entitlements up to the number of ordered virtual desktops.   

• Workspace configuration and Delegated Administration.  
• VDI validation testing and preparing and onboarding 20% of the total VDI users but 

limited to maximum of 100 users in total.  
• Citrix or VMware Horizon VDI Management components functionality and high 

availability validation testing.  
• Minimum 1 use case per VDI User Profile (Example: Roaming users, Temporary users, 

Knowledge users) needs to be agreed before the start.  
• Three (3) Test cases (based on the application profiles group decided for the VDI users) 

to be agreed before the start.  
• Documentation of the implemented solution and hand over.  
  
All 3rd party SW licenses and support contracts will be procured by by the customer 
(except for NVIDIA licenses). The customer will have to provide the license keys and the 
credentials for the 3rd parties’ web portals to allow HPE to act on customer’s behalf. 
Licenses should be in the number and versions agreed, and the conditions stated in 
Section 7 should be met.  
  

HPE GREENLAKE  
SERVICES EXPERIENCE  

HPE GreenLake Service Experience details and level applied are documented in the SOW.  

VDI TECH ADVICE  Optional service – A VDI Technical Consultant will support the customer in topics related to the Citrix CVAD/DaaS, or Omnissa 
Horizon, and NVIDIA software, within the limits defined in the SOW:  

• Once a year or when urgent security patches are released, the VDI Technical Consultant advises the customer on 
software patches/upgrades to be implemented, including security patches/upgrades.  

• On demand, the VDI Technical Consultant advises the customer on management and operations issues related to 
the software in scope.  

OTHER OPTIONAL  
ADD-ONs  
  

  

HPE Education  
Services  

Optional service - HPE Digital Learner Silver Subscription service includes training on all HPE technologies plus IT technologies 
for one learner, one year. See the HPE Digital Learner Bronze, Silver, Gold Subscription Services data sheet for more information  

https://www.hpe.com/psnow/doc/a00054118enw?from=app&section=search&isFutureVersion=true
https://www.hpe.com/psnow/doc/a00054118enw?from=app&section=search&isFutureVersion=true
https://www.hpe.com/psnow/doc/a00054118enw?from=app&section=search&isFutureVersion=true
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Other HPE services  HPE Managed Services and Advisory Services can be added custom on a case by case as a separate 
agreement.  VDI-specific Advisory Services that can be added upon request include the following:  

• HPE VDI Assessment Services  
• HPE Client Virtualization Transformation Services  
• HPE VDI Optimization Services  
• Windows OS Migration & Transformation  
• Windows 10 / 11 Image Design, Build and Maintenance Service  

4. Support and management services details  
4.1 Governance  

Integral to making the service experience successful is a structured governance process, bringing together planned and unplanned    
activities and making sure the service is performing as planned.  

Table 4. Governance structure  
   Frequency    

Account Support Planning    
HPE documents the expected service delivery activities during the contractual period and would cover the standard 
included services and any selected options.  

At start-up    

Support Activity Review / Incident Report / NA (depending on the HPE GreenLake Services Experience level defined 
in the SOW)  

•  HPE provides customer with a support activity review report that documents reactive support incident 
information during that specific period (# of incidents, Age distribution, Response time per category, 
Resolution time per category). The report may also highlight potential risk factors and include HPE suggested 
recommendations.  

Semi-annually    

Service Planning & Review  
The customer and the account team review the service features provided over the previous period, and discuss trends, 
upcoming changes and potential impacts. It provides an open communication forum to ensure a common understanding of 
business & IT requirements. During these sessions the HPE account team may share HPE best practices and provide 
tailored advice.  

Semi-annually    

 
4.2 Service level objectives  

The following SLO will apply upon completion of final acceptance.  
Table 5.  SLOs  

Event management    Service level  
  

Hours of coverage    24x7    

Incident  
management  

    
  

Response matrix  Description  Incident response time1 objective  Incident resolution time2 objective  

Priority 1  Critical  90% < 15 min    90% < 4 hours  

Priority 2  High  90% < 1 hour    90% < 8 hours  

Priority 3  Medium  90% < 4 hours    90% < 16 hours  

Priority 4  Low  90% < 8 hours    90% < 24 hours  

 
SLO exclusions  
The following are excluded from SLOs:  

• 3rd Party SW is out of scope. 

 
1  Incident response time is a target and is measured as the time elapsed from when an incident is first raised/opened in the respective ticket flow tool to when there is 

a response / acknowledgement from HPE registered in the same tool. Response time begins when HPE creates a support case in the system of record and actively 
starts to troubleshoot and remediate an incident.  

2 Incident resolution time is a target and is measured as the time taken for HPE to resolve an incident, excluding the SLO exclusions set forth beneath this table, as 
well as any time attributable to customer or any third parties with whom HPE engages to work to resolve the incident or time attributed to address any hardware 
or software related incidents, regardless of vendor, dependent upon the underlying service agreement and related service level with the vendor. Resolution may 
depend on and include the implementation of resilience measures or configurations as verified by HPE in the joint verification stage of the Implementation Project.  
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• Delays in customer approval process.  
• Incidents due to customer’s applications, hardware, software, services, or facilities.  
• Incidents due to customer WAN/LAN-related issues.  
• Force majeure at customer or HPE site.  
• Any act or omission on the part of customer, its contractors or vendors, or any other entity over which customer exercises control or has 

the right to exercise control, including the failure of customer to perform its obligations or responsibilities.  
• Factors outside HPE’s reasonable control.  
• Planned outages, scheduled maintenance.  
• Interruptions or incidents not reported by customer or where no ticket was opened.  
• Incidents occurring before the thirty first day from the effective date of the change order for any Systems added to the services 

pursuant to the change management process.  

5. Metering Tools  
• HPE will provide metering tools to measure the Systems’ usage for the purpose of billing.  
• HPE’s metering tools collect the data needed to determine usage.  
• All metering happens inside customer’s data center firewall, and an encrypted communication (email or API) with usage data sent daily 

to HPE.  
• Metering of the Systems will begin on the date of completion of HPE’s installation of the metering tools.  
• HPE will be responsible for ongoing administration, upgrades, and maintenance of the metering tools. This will include identification and 

installation of metering tool patches.  
• Each calendar quarter, with 3 business days advance notice, HPE may inspect, audit, and test the metering scripts, all usage data, and 

Systems for the purpose of validating proper usage data.  
• Inspections may be immediate in the event of an apparent metering script failure, any discrepancy in usage data, or any suspected 

manipulation.  

6. SERVICE PREREQUISITES  
• Customer must maintain active support contracts in place either through HPE or an authorized third party for all hardware, operating 

system, and software products within the Systems during the SOW term.  
• Customer must maintain active support contracts in place with 3rd Party SW vendors during the SOW term. 
• All operating systems to be maintained are under manufacturer general availability support.  

  

7. PRIMARY CUSTOMER RESPONSIBILITIES  
In accordance with Section 5.7 of the GreenLake Terms, the following are responsibilities of the Customer in relation to this Service. General 
responsibilities:  

• Designate a senior-level single point of contact (SPOC) who will be authorized to act as the primary contact in dealing with HPE and 
other internal stakeholders, including:  

o Assigning the necessary stakeholders during project transition and duration  
o Identifying a focal point to work collaboratively with the HPE account team  
o Responsibility for all customer aspects of the Services covered by the overall HPE GreenLake SOW  
o Authorized to make decisions relative to the Service Description / SOW, including identification and assignment of customer 

resources  
o Authorized to approve changes to the overall HPE GreenLake SOW  
o Sign and return the mutually agreed HPE GreenLake SOW for which this Service Description is appended, along with a 

purchase order for the Services to HPE  
• Provide HPE with a contact list that contains at least one primary and one backup contact who will be customer’s point of contact 

during all operational support coverage hours as described in the Service Levels section of this Service Description.  
• Provide network details needed to provide factory integration.  
• Provide the current network architecture, standards, and detailed design documentation.  
• Provide network connectivity/ports to connect the System switches and servers to their core network  
• Give HPE access to network services such as NTP, DNS, default gateways, routes, and remediation, if needed, unless a different 

technical solution is agreed between the parties.  
• Provide Active Directory credentials for commissioning and integration of the solution, unless a different technical solution is agreed 

between the parties.  
• Maintain a separate backup system.  
• Execute the backup and restore of persistent virtual desktop images as well as the virtual machines running on the management node, 

following the customer’s backup procedures.  
• Execute the backup and restore of configurations of the HW and SW components.  
• Be responsible for the security of their proprietary and confidential information, as well as properly sanitizing or removing data from 

products that may be replaced and returned to HPE as part of the repair process to ensure the safeguarding of customer data. For more 
information on customer responsibilities, including those outlined in HPE Media Sanitization Policy and Media Handling Policy for 
Healthcare customers, go to hpe.com/mediahandling.  

• Allow HPE the VPN connectivity to customer’s network so that HPE can manage the customer’s on-premises HPE GreenLake 
environment.  

http://www.hpe.com/mediahandling
http://www.hpe.com/mediahandling
http://www.hpe.com/mediahandling
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• Acknowledge that data collected by the diagnostic and metering tools will be sent daily via SMTP encrypted file attachments of usage 
data. Customer must notify HPE if a change is made to the email relay, network, or proxy to eliminate any interruption of usage data 
collection.   

• Make any modifications to the existing network that are required and identified during the planning stages of this Service, prior to 
arriving on-site to perform configuration and integration tasks.  

• All HPE Integrated Systems deployed by HPE in a HPE GreenLake Flex Solution built for VDI cluster are included in the HPE GreenLake 
agreement. Customers are prohibited from moving or modifying HPE Integrated System hardware once deployed to a cluster.  

• Provide rack space, power, and cooling to host the HPE GreenLake Flex Solution built for VDI System.  
• Ensure that site preparation (for example, power and cooling) has been completed at the location where the hardware will be installed.  
• Ensure that the access path can accommodate rack height and clearance requirements for delivery of the racked solution.  
• Be responsible for client OS image and application management.   
• Procure, administer and manage End User devices.  
• Procure the 3rd Party SW licenses and support directly from the ISVs or through their channel partners, if such SW licenses are not 

provided by HPE as part of the SOW (BYOL).  
• Provide Microsoft SQL or PostgreSQL (as per HPE recommendation) licenses and support.  
• For all licenses procured by the customer, ensure that licenses and support contracts will be valid and in operation for the entire Term of 

the HPE GreenLake SOW.   
• Provide to HPE engineers the credentials needed to access to the 3rd Parties’ SW support portals and act on customer’s behalf to log 

tickets or download SW.  
• Provide a pre-installed rack compliant with the specifications provided by HPE engineers, if the customer opts for using its own rack.  

  
          Start-up service-related responsibilities:          

During the start-up service, customer will:  

• Provide HPE with physical access to site locations for initial installation and testing of remote connectivity software and/or hardware.  
• Provide all equipment on customer site relevant for the provision of the System.  
• Be deemed to have accepted the systems upon completion of the start-up service, or if HPE has not received written notice of problems 

within 5 business days after the completion of the start-up service.  
• Schedule and receive delivery of these services within 180 days from order acceptance. HPE reserves the right to reprice for services 

not scheduled & delivered in 180 days.  
• Successfully complete requirements and remediation work outlined by HPE before start-up service begins.  
• Ensure that client devices and network infrastructure meet the requirements for VDI deployment as communicated by HPE during 

service planning process.   
• Own the appropriate licenses, including Windows Client Licenses, for virtual desktops.  
• Provide remote access capabilities to HPE.  
• Provide a suitable work area for delivery of the service, including access to an outside telephone line, power, and any network 

connections required.  
• Allow Hewlett Packard Enterprise full and unrestricted access to all locations where the service is to be performed.  
• Ensure the project team of the Customer is mobilized and participates in the kick-off meeting.  
• Provide all required information for preparing detailed design document for the HPE GreenLake Flex Solution built for VDI System.  
• Provide the existing Windows desktop build.  
• Provide all licenses required to run a virtual desktop client including Windows Operating System licenses.  
• Provide a hardened server OS image template to be used for deployment of the VDI management infrastructure.  
• Provide access to relevant systems and associated accounts/personnel to HPE as required to complete the services outlined previously.  
• Ensure all Windows Servers that are part of the solution have standard antivirus, patching, updates, and administration toolsets.   
• Provide a network that allow VDI traffic and define specific vlans.  
• Enable the needed integrations with Active Directory. VDI infrastructure requires integration into Active Directory (AD). A special OU 

for the VDI desktops is required. An AD Group for VDI users must be created. Management servers must join Active directory.  
• Provide network connectivity from the endpoint to the HPE GreenLake Flex Solution built for VDI platform.  
• Provide end user helpdesk / support.  
• Deploy Citrix Workspace application on client devices.  
• Onboard VDI users in Active Directory (assign users to VDI OU)  

          Other responsibilities  

• Customer affiliates (i) are covered by an absolute and unconditional guarantee or (ii) have been separately credit approved by HPE.  
• Customer’s rights and obligations under the Services agreement are not assignable without HPE’s consent.  
• Customer Services agreement must be implemented by all parties.  

8. GENERAL PROVISIONS / OTHER EXCLUSIONS  
• The HPE GreenLake Flex Solution built for VDI Services are limited to the Systems as provided under the HPE GreenLake SOW to which 

this Service Description is incorporated.  
• This Service applies to new implementations of the HPE GreenLake Flex Solution built for VDI only and does not address modification 

of any configurations of any equipment that is not part of the HPE GreenLake Flex Solution built for VDI.  
• The Services (or portions thereof) will be provided from locations determined by HPE, which may be outside the country of purchase.  
• Services are either performed remotely or at the customer’s site, based on Service defined in this Service Description and or the SOW.  
• The HPE GreenLake Flex Solution built for VDI is governed by HPE standard terms for professional services as part of these Services.  
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• This Service does not include re-racking or reconfiguration of any work performed prior to shipment, and does not include planning, 
design, reconfiguration, implementation, or assessment of the Customer’s existing LAN, WAN, or SAN environment (however, these are 
available from HPE as separate services.).  

• HPE will notify customer of any location change, if applicable, during the term of the SOW. In addition to the metering tools, HPE will 
install certain hardware and software tools to deliver remote monitoring services. Such tools are owned by HPE, and delivery of these 
Services is contingent upon installation of them for use by HPE. Customer may not use, transfer, assign, pledge, or in any way encumber 
or convey the tools. HPE will remove the tools upon termination or expiration of the SOW.   

• All deliverables are accepted upon delivery unless otherwise specified within the SOW.  
• Service is provided in English language.  
• HPE ability to deliver this Service is dependent upon the customer’s full and timely cooperation with HPE and authorized partners, as 

well as the accuracy and completeness of any information and data customer provides to HPE.  
• HPE and authorized partners assume that all information provided by the customer is accurate and will collaborate with the customer to 

determine acceptable estimates for any information that is not available.  
• Equipment will be specifically identified in the Technical configuration / Bill of Materials (BOM) of the SOW this Service Description is 

applied to.  
• HPE owned equipment will reside at a customer-controlled facility or a facility controlled by HPE. If not, waiver and consent to be 

obtained from third party.  
• Should the customer notify HPE of intention to terminate more than 90 days in advance of the end of the term, customer will owe HPE 

all monthly payments plus any other applicable fee charges through the end of the system term or until system equipment is returned, 
whichever is greater.   

• Service does not include integration of the tools with any customer systems, for example, ticket transfer. This functionality is available 
to be scoped as a separate project.  

• HPE is not responsible for any service activities relating to customer applications and workloads.  
• Incidents requiring the use of product support contracts (from HPE or other vendors) are subject to the service levels associated with 

those support contracts.  
• At HPE discretion, based on the hardware type or the complexity of the configuration a Site Environmental Requirements document 

that focuses on power, cooling, space requirements, and network connections may be sent to the Customer for use in verifying that all 
requirements are met prior to delivery of the solution. If required, an HPE field delivery specialist will then work with the Customer to 
verify that all environmental requirements have been met.  

  

9. CHANGES TO THE SYSTEM  
Any changes to the HPE GreenLake Flex Solution built for VDI System during the System Term must go through the contract change management 
process documented in the Account Support Planning (ASP) document. Customer agrees to consult with their HPE service relationship manager 
to request such changes through the contract change management process.   

Customer acknowledges and agrees that the Installed Capacity of the System can only be expanded by adding servers to the System, with such 
change subject to the contract change management process. Migrations among user types may also require changes to the HW and SW 
architecture.  

10. Applicable Terms and Conditions  
  

Terms  Link   
Data Privacy and Security Agreement  https://www.hpe.com/psnow/doc/a50009396enw  
Data processing & security measures  https://www.hpe.com/psnow/doc/a50009358enw?jumpid=in_pdfviewerpsnow  

Sub-processor list  https://www.hpe.com/psnow/doc/a50000947enw?jumpid=in_pdfviewerpsnow  

HPE aaS Terms for Customers (unless otherwise stated in the 
Change Order Form.)  

https://www.hpe.com/psnow/doc/a50009054ENW  
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