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CONTRACT TERMS AND CONDITIONS OF SERVICE 
 

1. INTRODUCTION 
 1.1 This agreement is made between; 
  a) High Availability Hosting Limited whose trading address is at: 

  Unit 7 Holbrook Commerce Park, Holbrook Close, Sheffield, S20 3FJ. 
  (Hereinafter referred to as "The Company"). 
 

  And 
 
  b) “The Client", as specified in the Client Control Panel. 
 
 1.2 Recitals 

The Company is engaged in the business of providing Information Technology and 
Telecommunications services, including the supply of dedicated servers, data centre 
colocation, and hosted services. 

 
The Client wishes to use these Services, and the Company agrees to provide Services to 
the Client on the following terms and conditions:  

  
 1.3 Definitions 

In this agreement (which includes any appendices), the following terms shall have the 
following meanings: 

   
 "Bandwidth" means the allocated transmission capacity. 
 "Server" means the computer equipment operated by the Company in connection 

with the provision of the Services to the Client. 
 "Service" or "Services" means the service or services offered by the Company. 
 “Agreement” means this Agreement and the Schedules hereto. 
 “Communications Equipment” means communications equipment supplied by 

telecommunication service suppliers to which the Client Equipment is connected. 
 “Price List” means the current Full Price List, as shown at 

http://www.hahosting.com. 
 “Client Equipment” means equipment sited by the Client in The Facility pursuant to 

this Agreement. 
 “Discount” means any discount on the standard published price within the Price List 

as shown in writing from the Company to the Client. 
 “The Duration” means the period commencing on the Commencement Date and 

ending on the Termination Date. 
 “The Commencement Date” means the date the Service was handed over to the 

Client. 
 “The Facility” means the facility from which the Services are provided, and is located 

at Unit 7 Holbrook Commerce Park, Holbrook Close, Sheffield, S20 3FJ. 
 “Sheffield Data Centre” is the trading name for The Facility. 
 ”Minimum Duration” means the minimum term the Service will be provided subject 

to these Terms.  The Minimum Duration is a period of twelve (12) months from The 
Commencement Date, unless specified differently on the order form or quotation. 

 ”Power Excess Fee” means the amount charged for overuse of allocated power, as 
shown in the Price List. 

 “Related Company” means any body corporate which is that company’s subsidiary 
or holding company or a subsidiary of that holding company. ‘Subsidiary’ and 

http://www.hahosting.com/


‘holding company’ shall be interpreted in accordance with Section 736 and Section 
736A of the Companies Act 1985. 

 ”Termination Date” means the date this Agreement is terminated pursuant to the 
provisions of Clause 4 hereof. 

 “Client Control Panel” means the software used by the Company to hold details 
related to billing and contact to the Client, located at http://ccp.hahosting.com. 

   
2. PERFORMANCE   
 2.1 The Company will provide the Services for The Duration of this Agreement to The Client 

with reasonable care and skill. 
 
 2.2 The Company reserves the right to vary the Service at any time provided such variation 

would not make no material difference to the nature or extent of the Service provided 
or  the ability of The Client to use the Service and that any changes are implemented at 
The Company’s expense unless otherwise agreed.  However The Company will inform 
The Client of such variations where The Company deems it necessary to do so and where 
reasonably practical in the circumstances. 

 
 2.3 The Client can apply for a partial or total refund for disruptions to The Service or failures 

in accordance with these Terms where liability resides with The Company.  The amount 
of refund / credit available is specified in Appendix 6. 

 
3. PAYMENT   
 3.1 The Client has agreed to pay for services as laid out in basic and additional services with 

specifications requested and agreed. 
 
 3.2 Unless otherwise agreed all payments made by the Client to The Company under Clause 

3.1 shall be made within fourteen (14) days of invoice in a manner to be notified by The 
Company to the Client from time to time. For the avoidance of doubt the first such 
payment shall be paid by the Client to The Company on or before the Commencement 
Date. 

 
 3.3 The Contract Price shall be subject to an upwards only review by The Company in line 

with the Retail Prices Index each year on the anniversary of the Commencement Date. 
 
 3.4 The Client shall be given not less than thirty (30) days notice by The Company of any 

change in the Contract Price pursuant to Clause 3.3 above.   
 
 3.5 Where required by law payments to be made to The Company by the Client pursuant to 

this Agreement shall be accompanied by Value Added Tax at the rate in force at time of 
invoice or any other taxes required by law. 

 
 3.6 Payment by cheque will not be deemed to constitute payment for the purposes of this 

contract until the cheque has been cleared by the Client’s bank. 
 
 3.7 The Company may charge interest at the rate of four (4) percent above the base rate 

then in force at the National Westminster Bank plc (as defined) on any fee or cost or 
charge due from the Client which remains outstanding thirty (30) days from the date of 
invoice and the attention of the Client is hereby drawn to Clause 4.2.2 hereof. 
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 3.8 Should this Agreement be terminated for whatsoever reason or should the Client 
remove the Client Equipment no refund of any payment shall be due to the Client. 

 
 3.9 Except where the laws relating to bankruptcy and liquidation provide otherwise the 

Client shall not be entitled to withhold or set-off payment by virtue of any debt, claim or 
allegation.  Outstanding debts of sixty (60) days or more will be reviewed and steps may 
be taken to recover the said debts without further notice. 

 
 3.10 In addition to any right of lien to which The Company may by law be entitled The 

Company shall have a general lien on the Client Equipment for any payments due from 
the Client that are outstanding for in excess of ninety (90) days. 

 
4. TERMINATION 
 4.1 This Agreement shall subsist from the Commencement Date until either;  
  
 4.1.1  it is terminated in accordance with the provisions of Clause 4.2 hereof or  
  
 4.1.2  it is terminated by either party by giving not less that one months prior written 

notice to the other party of its intention to terminate. In the event that a party 
hereto so terminates this Agreement such termination shall take effect on the day 
preceding the next quarterly (3 monthly) anniversary of the Commencement Date 
provided always that no such termination will be effective before the Minimum 
Duration. For the avoidance of doubt The Company shall continue to provide the 
Services and the Client shall continue to pay the contract price until the date that 
such termination takes effect. 

 
 4.2 Should any of the following events occur namely:   
 
 4.2.1  the commission of any act of bankruptcy or the liquidation or winding up (other than 

for the purposes of amalgamation or reconstruction) or the appointment of a 
receiver on account of the insolvency of the Client; 

 
 4.2.2  notwithstanding and without prejudice to the provisions of Clause 3 hereof failure of 

the Client to make payment to The Company of any sums payable pursuant to 
Clause 3.1 hereof; then The Company may forthwith terminate the agreement with 
the Client by notice in writing.  Termination shall take effect without prejudice of 
any rights or remedies of either party accrued at the date of termination. 

 
 4.3 Without prejudice to its rights under this Clause 4 The Company may suspend any 

Services if any of the events referred to in Clause 4.2.1 or Clause 4.2.2 shall occur. 
 
 4.4 In the event that this Agreement is terminated for whatsoever reason then The 

Company may serve notice on the Client to remove the Client Equipment and failure to 
do so shall permit The Company to remove the same within seven (7) days of issue of 
such notice and at the cost and expense and risk of the Client. 

 
5. CLIENT OBLIGATIONS AND WARRANTIES 
 5.1 The Client warrants and represents that:   
 
 5.1.1  The Client will comply with any relevant statutory and health and safety at work 

provisions from time to time in force. 



 
5.1.2  The Client shall remain at all times liable to insure the Client Equipment in order 

adequately to cover all consequential losses arising from any breakdown or loss of 
the equipment howsoever arising. 

 
 5.2  The Client shall be responsible for all connections from the Client Equipment to the 

Communications Equipment and The Company shall have no liabilities whatsoever for 
the failure of the connections except where the failure is due to Services provided by 
The Company in respect of the same. 

 
 5.3 Whilst on the premises utilised by The Company the Client shall procure that all its 

employees agents or servants observe all instructions given by any person in authority 
and comply in all respects with such rules and regulations as are from time to time in 
force.  

 
 5.4 The Client shall ensure that its use of the Services shall not cause The Company or its 

Related Companies to be brought into disrepute . 
 
6. BASIC TERMS 
 6.1 Any typographical, clerical or other error or omission in any sales literature, quotation, 

price list, acceptance of offer, invoice or other document or information issued by The 
Company shall be subject to correction without any liability on the part of The Company. 

 
 6.2 Employees or agents of The Company are not authorised to make any representations 

concerning the Services unless confirmed by The Company in writing.  In entering into 
the Agreement the Client acknowledges that it does not rely on and waives any claim for 
breach of, any such representations which are not so confirmed. 

 
7. DELEGATION 
 7.1 The benefits and obligations of the Client under this Agreement are personal and the 

Client will not assign charge delegate or transfer all or any part of the Client’s benefits or 
obligations under this Agreement without the prior written consent of The Company.   
Where the Client wishes to assign charge delegate or transfer all or any part of the 
benefits and obligations under this Agreement to a Related Company of the Client the 
consent of The Company will not be required but the Client will give prior written notice 
of the assignment to The Company. 

 
 7.2 The Company is at all times be entitled to sub-contract delegate or assign any of its 

obligations or benefits under the Agreement to third parties of its choice. 
 
8. ACCEPTANCE 
 8.1 The Client is deemed to have accepted the Services as being in conformity with the 

Agreement and shall be bound to pay for the same unless written notice of rejection is 
received by The Company within twenty-eight working days of completion or 
installation. 

 
 8.2 If after notice of rejection has been given, the Client deals with the Services in a manner 

inconsistent with such rejection or with The Company’s ownership of Services the Client 
is deemed to have accepted the same and is bound to pay The Company for the same.
  



 8.3 The Client hereby consents that any information (“Data”) collected by The Company in 
the fulfilment of this Agreement (including but not limited to Data collected during order 
processing, delivery, installation, support, maintenance, and billing of The Service) may 
for the purposes of fulfilling the contract be processed by The Company, its provisioning 
entities affiliates and agents both within and outside the European Economic Area, and 
outside the country where the Data is collected. 

 
9. WARRANTIES AND EXCLUSIONS 
 9.1 Nothing in this Condition shall purport to exclude or restrict The Company’s liability for 

death or personal injury resulting from negligence of The Company its employees or 
agents. 

 
 9.2 The Company warrants that it will carry out the Services with reasonable care and skill 

and this warranty shall be the only warranty that is given by The Company.  All other 
conditions and warranties, express or implied by statute, common law or otherwise, are 
hereby excluded. 

 
 9.3 If a Client alleges that the Services are not carried out as provided in Clause 9.2 the 

Client's claim shall be subject to the right of The Company at its absolute discretion 
either; 

 
 9.3.1  to take such steps as The Company considers necessary at the expense of The 

Company to comply with such warranty; or 
 
 9.3.2  to refund the whole or an appropriate part of the fees charged hereunder for the 

Services. 
 
 9.4 If The Company has failed to comply with the warranty given in Clause 9.2 hereof and as 

a result the Client suffers loss or damage in respect of which The Company has effected 
insurance indemnity under its professional liability policy The Company’s liability in 
respect of such loss or damage shall not exceed the greater of (i) the amount of the 
payment made by the Client to The Company in respect of The Company's charges for 
the Services and (ii) the amount (if any) paid to The Company under such policy provided 
that if the Client fails to notify The Company immediately of any loss damage or 
circumstances which may give rise to a claim under such policy and The Company is 
thereby prevented from claiming under such policy The Company's liability shall be no 
more than that set out in Clause 9.3. 

 
 9.5 The Client will in no circumstances make any claim against any member employee or 

agent of The Company in respect of anything done or omitted to be done in respect of 
or in relation to any Services.  

 
 9.6 Should The Company incur any liability whatsoever or howsoever arising to a third party 

in consequence of the provision of the Services for which The Company is not liable or in 
excess of The Company’s liability under this Agreement the Client will indemnify The 
Company in full against such liability or such excess liability (as the case may be).  

 
 9.7 Should any member employee or agent of The Company incur any liability whatsoever 

or howsoever arising to any person whatsoever in consequence of the Services the 
Client will indemnify the member employee or agent against such liability.  Should the 
Client fail to indemnify the member employee or agent as aforesaid The Company 



(without prejudice to any other rights or remedies it may have) shall be entitled itself to 
indemnify the member employee or agent against the said liability and to recover the 
costs of so doing from the Client to the extent that such cost is not a liability of The 
Company under this contract. 

 
 9.8 The Client shall indemnify The Company against all loss damage costs including 

management and similar costs or expenses and all other expenditure or loss of 
opportunity or revenue whatsoever incurred or suffered by The Company as a result of 
the Client’s or its agents employees or sub-contractors breach of any of the obligations 
in this Agreement. 

 
 9.9 The Company will incur no liability for loss as a result of The Company’s compliance with 

the directions of a court of competent jurisdiction. 
 
 9.10 The Client acknowledges that The Company has no control over the availability of 

Bandwidth on the internet at large and outside The Company’s core network.  The 
Company shall not be responsible for delays caused by the overuse or lack of such 
Bandwidth outside of the Company’s core network. 

 
 9.11 The Client acknowledges that the computer network operated by The Company, and the 

internet at large has not been designed for use in circumstances where its failure could 
cause pure economic loss, loss of profit, loss of business, loss of human life, or other 
such loss. 

 
 9.12 The Company shall in no circumstances be liable to The Client, whether in tort or 

otherwise, for loss, whether direct or indirect, of business opportunities, revenues, 
profits, anticipated savings or consequential loss whatsoever, or for the omissions of 
other providers of telecommunications services or for faults or failures in their 
apparatus. 

 
 9.13 The Company shall in no circumstances (whether before or after the termination of this 

Agreement) be liable to The Client for any loss of or corruption to data or programs held 
or used by or on behalf of The Client, and The Client shall at all times keep adequate 
backup copies of the data and programs used by or on behalf of The Client.  It is the 
responsibility of The Client to periodically perform (or request from the provider) test 
restores of data backups to verify continuity. 

 
10. SAFETY 
 10.1 No member employee or agent of The Company shall be required to undertake Services 

which involve risk of personal injury or illness or to breach Health and Safety at Work 
Regulations and the Client shall take all reasonable care to ensure that where Services 
are required to be carried on outside The Company's premises the conditions of work 
are safe. 

 
11. WAIVERS AND SEVERANCE 
 11.1 No omission or delay by The Company exercising any right, power or privilege hereunder 

shall operate as a waiver thereof nor shall any single or partial exercise of such right, 
power or privilege preclude any other or further exercise thereof of any other right 
power or privilege.  The rights and remedies herein provided are cumulative with and 
not exclusive of any rights or remedies provided by the law. 

 



 11.2 If at any time one or more of the conditions of this Agreement becomes invalid, illegal or 
unenforceable in any respect under any law the validity and enforceability of the 
remaining conditions hereof shall not in any way be affected or impaired thereby. 

 
12. ENTIRE AGREEMENT 
 12.1 This Agreement and the Schedules thereto constitute the entire agreement between the 

parties hereto in relation to the subject matter hereof and shall supersede all previous 
communications representations agreements or understandings either oral or written 
between the parties hereto with respect to the subject matter hereof. No agreement or 
understanding varying or amending this Agreement shall be binding upon either party 
hereto unless set forth in a written instrument specifically referring to this Agreement 
and signed by a duly authorised officer of each of the parties hereto. There are no 
warranties covenants terms or conditions with respect to the subject matter of this 
Agreement other than those which are expressly set forth herein. 

 
 12.2 Unless otherwise provided herein should there be any conflict between the provisions of 

this Agreement and any provision set out in any of the Services hereto the provisions of 
this Agreement shall prevail. 

 
 12.3 The provisions of this Agreement shall survive the termination of the whole or a part of 

this Agreement. 
 
13. HEADINGS 
 13.1 The headings to Clauses of this Agreement are for convenience only and shall be of no 

force or effect whatsoever in construing this Agreement . 
 
14. STATUS OF PARTIES 
 14.1 This Agreement does not create nor shall it be construed to create a partnership or 

agency between the parties hereto. 
 
 14.2 This Agreement relates to the supply of services only. Nothing in this Agreement shall 

create or shall be construed to create any tenancy or lease between the parties hereto 
neither shall one of the parties be regarded as a tenant or lessee of the other. For the 
avoidance of doubt nothing in this Agreement prevents or restricts or shall be construed 
as preventing or restricting in any way The Company’s rights of access to the area 
housing the Client Equipment. 

 
15. FORCE MAJEURE 
 15.1 Neither party shall be liable to each other or be deemed to be in breach of the 

Agreement by reason of any delay in performing or failure to perform any of its 
obligations in relation to the Services if such failure or delay was beyond that party’s 
reasonable control. Without prejudice to the generality of the foregoing the following 
shall be regarded as causes beyond either party’s reasonable control: 

 
 15.1.1  act of God explosion flood tempest fire or accident. 
 
 15.1.2  war or threat of war sabotage insurrection civil disturbances or requisition.  
  
 15.1.3  acts requisitions regulations bye-laws prohibitions or measure of any kind on the 

part of any governmental parliamentary or local authority. 
 



 15.1.4  strikes or other industrial actions or trade disputes (whether involving employees of 
either the Client or The Company or of a third party). 

 
16. NOTICES 
 16.1 All notices to be given under this Agreement must be in writing and shall specifically 

refer to this Agreement and shall be sufficiently given if delivered by hand or by sending 
the same postage prepaid by recorded first class post and addressed to the last known 
registered address or principal place of business of the addressee and marked for the 
attention of the Company Secretary. If delivered personally the notice shall be deemed 
to be given upon delivery and if posted shall be deemed to be given two days after 
posting. 

 
16.2 In the event that the registered office address of the Client is not in England then an 

address for service of notices in England must be provided on or before the 
Commencement Date. 

 
17. CONFIDENTIALITY 

17.1 The Client agrees that the terms of this Agreement shall remain confidential and the 
Client shall not disclose the same to any third party unless or until the Client has 
obtained the prior written authorisation of The Company. 

 
 17.2 If any confidential information comes to the attention of either the Client or The 

Company in connection with any Services the same shall not be disclosed to any third 
party save that where The Company employs outside consultants or obtains 
independent advice or assistance in relation to any Services it shall be entitled to make 
such disclosure of confidential information as it deems desirable to the consultant or 
person providing aid or assistance and shall take reasonable steps to ensure that the 
same is kept confidential by such person. 

 
 17.3 Confidential information shall be such information supplied by the Client or by The 

Company which at the time of supply is designated confidential. The provisions of 
confidentiality shall not apply where such information becomes part of the public 
domain through no fault of The Company or the Client as the case may be. 

 
18. ARBITRATION 
 18.1 Any dispute arising between The Company and the Client shall be determined by an 

arbitrator to be appointed by the President of the Chartered Institute of Arbitrators.  
Such arbitration shall be conducted in accordance with the Rules of the Chartered 
Institute of Arbitrators. 

 
19. GOVERNING LAW 
 19.1 The Agreement shall be construed in accordance with the laws of England regardless of 

place of execution or place of performance and the Client hereby irrevocably submits to 
the non-exclusive jurisdiction of the English Courts. 

 
20. TERMS OF SERVICE 
 20.1 The Client is responsible for the actions of any third party to whom they allow access to 

the Service. 
 



 20.2 All data stored or transmitted, as well as software installed on the Server must be legal 
under all applicable UK laws. The Client is solely responsible for determining the legality 
of their data, which is stored or transmitted within and outside the UK. 

 
 20.3 Should the Client become the target of a network attack, we reserve the right to take 

any necessary actions (including, but not limited to, temporary suspension of the Client's 
account) required to return server or network operation to normal. 

 
 20.4 We will use our best efforts to maintain, but do not guarantee, the privacy of email, 

network use, and the contents of user directories. 
 
 20.5 Any use which interferes with any other server's ability to function in its primary 

purpose is prohibited.  
 
 20.6 Mail abuse (including, but not limited to, mass mailing unsolicited email and email 

forgery) and usenet news abuse (including, but not limited to, mass cross posting articles 
and posting unrelated articles to group topics), whether direct or indirect, whether used 
externally to promote a site hosted on the Server or sent via the Server, is prohibited. 

 
 20.7 Use of the Services to provide software or lists for mass mailing unsolicited email is 

prohibited.  
 
 20.8 Use of the Services to commit network abuse (including, but not limited to, denial of 

service attacks such as ping bombing, email bombing, "smurf", "winnuke", "land", 
"teardrop", etc.) or otherwise compromise the security of hosts or networks is 
prohibited.  

 
 20.9 The Client will indemnify and hold harmless the Company against any loss, damage, cost 

and expense which we may incur or become liable for by reason of claims or actions for 
libel, violation of privacy rights, plagiarism, copyright infringement, and claims arising in 
connection with data transmitted pursuant to the terms and provisions of this 
agreement and any claims or suits resulting from the Client's use of the service 
including, without limitation, the expense and cost of defending any and all such claims 
and actions, except where such claims result solely from the negligence of the Company.  

 
 20.10 If we are informed of an alleged copyright or trademark infringement involving a Client's 

Services, we will attempt to notify the Client of those allegations and secure a response. 
We may, at our sole discretion, remove or terminate the Services containing, on a 
temporary or permanent basis, materials which we believe may create, constitute, or 
contribute to copyright or trademark infringements. The Client expressly waives the 
right to assert any claims against us for any such removal or termination. 

 
 20.11 The Client shall ensure that nothing is transmitted by or on behalf of The Client or by 

using The Client’s equipment using The Service provided by The Company which is in 
violation of UK or international law, regulation or treaty or any Acceptable Use Policy 
(including this Agreement) or in breach of the intellectual property or rights of any 
person or legal entity. 

 
 20.12 Accounts may be invoiced on a monthly, quarterly, or annual basis. Payment is due upon 

receipt of each invoice. Overdue accounts may be terminated or suspended at the 
discretion of the Company.  



 
 20.13 Additional Charges due to excessive Bandwidth or Power use will be invoiced on a 

monthly basis (in arrears) for immediate payment.  
 
 20.14 In the event of increases or decreases in power charges then the company has the right 

to pass these charges onto the customer (Both Increase or decrease). The company will 
inform all customers of the change in charges with at least 28 days notice in writing 
(Letter, email or fax).  

 
 20.15 We may terminate or suspend Services to the Client at any time, without notice, for 

violation of this agreement. This includes preventing access to the hosting Facility. We 
shall endeavour to contact the Client directly before this action is taken however for 
serious breaches we reserve the right to terminate immediately and without notice. We 
will not be liable for any damages or harm to the Client resulting from such termination.  

 
 20.16 We may terminate Services to the Client at any time, giving 28 days notice to the 

termination date. A refund covering any remaining period of paid-up hosting charges 
will be made. We will not be held responsible for any other charges directly, indirectly or 
otherwise due as a result of suspension of Services.  

 
 20.17 The Client may terminate their account at any time after the minimum Term, giving 28 

days notice to the termination date. The request to terminate the account must be in 
writing. The account holder may send cancellation request by postal mail or by fax.  

 
 20.18 Use of the Services indicates acceptance of the Agreement by the Client. 
 
 20.19 Use of the Services, including the storage of information, is at the Client's sole risk. We 

will endeavour to provide safe secure backup Services for all stored information, but this 
is not a guarantee, and the Client should insure themselves against any such loss. 

 
 20.20 We will not be liable for other consequential, direct, indirect, incidental, or special 

damages arising out of the use of, or loss of Services. 
 
 20.21 We may temporarily suspend for the purpose of repair, maintenance or improvement, 

part or all of the Services, usually with notice to The Client. We undertake to use 
reasonable endeavours to inform Clients of future Service changes and/or downtime 
and to restore Services as soon as practical after any such suspension.  All Service Level 
Agreements and % Availability (Appendix 6) compensation charges are suspended 
during planned (and notified) maintenance periods. 

 
 20.22 We may vary the technical specification of Service for operational reasons, in line with 

clause 2.2. 
 
 20.23 The customer is responsible for all maintenance and insurance for any server / 

equipment supplied. 
 



A1. APPENDIX 1 - ACCESS FOR EXTERNAL TELECOMMUNICATIONS PROVIDERS 
 A1.1 The Company will allow telecommunications suppliers to enter the building and 

terminate communications lines in a location convenient for The Company and The 
Client Equipment (namely the Network Room). 

 
 A1.2 No one other than The Company’s staff, agents or subcontractors, Client engineers, 

accompanied telecommunication supplier engineers, or bona fide accompanied visitors 
will be permitted to access the area housing the Client Equipment. 

 
A2. APPENDIX 2 - OPERATIONS AND HELP DESK 
 A2.1 The Company will provide operations cover to make all reasonable and practicable 

efforts to resolve problems with The Company equipment bandwidth problems. Client 
engineers may have to attend to resolve complex or serious problems associated with 
The Client Equipment. 

 
 A2.2 The Company will provide a help desk to facilitate Client queries, and to allow for 

interventions to be made on the Client Equipment. The help desk will be available 
between the existing cover hours of 9.00am-6.00pm Monday to Friday excluding public 
holidays. After these times the number will divert to the on-call 24/7 Support Engineer.  
A helpdesk ticket is automatically assigned after receipt of an email to 
support@hahosting.com. 

 
 A2.3 The Company will use all reasonable efforts to respond to operational problems and 

help desk requests within one hour of receipt provided always that the Client is clear 
and brief in their request to the help desk. 

 
 A2.4 The Company will keep a log of all requests received and of the outcome of the request 

and will make the said log available for inspection by the Client at the Client’s request. 
 
A3. APPENDIX 3 - IP ADDRESSING 
 A3.1 The Company is a member of RIPE and owns it’s own IP addressing block and 

Autonomous System (AS) Numbers. 
 
 A3.2 The Company will provide IP addresses to The Client on a range routable by The 

Company’s network. 
 
 A3.3 The Company will use best endeavours to route IP addresses that were previously 

assigned to The Client only if those IP addresses were assigned directly by RIPE, The 
Client has an Autonomous System (AS) Number, and those IP addresses were not 
assigned by another Internet Service Provider. 

 
 A3.4 When The Company assigns IP addresses to The Client, those IP addresses are only 

assigned for the duration of The Service and become invalid at such time as The 
Company no longer provides The Service to The Client. 

 
 A3.5 In respect of any actions taken by The Company in pursuant to this Appendix 5, The 

Company may levy additional charges onto The Client as agreed in advance. 
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A6 APPENDIX 6 - SERVICE DISRUPTION COMPENSATION 
In the even that availability of The Service falls below the guaranteed level of 99.95% in any 
particular month, then The Company shall credit The Client using the following guide: 

 
% Availability  % Reimbursement  Maximum outage (hours) 
99.95 – 99.70   5    < 2.23 
99.69 – 99.00   10    7.44 
98.99 – 95.00   25    37.2 
94.99 – 90.00   40    74.4 
89.99 – 85.00   50    111.6 
84.99 – 80.00   60    148.8 
79.99 – 00.00   100    > 150 
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