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1. WHAT IS IT ABOUT?    

These SC set out the terms of use and financial conditions applicable to the backup agent services (hereinafter 

referred to as the “Backup Agent Service(s)”).  

These SC supplement the GTS in force, which are also applicable to the Backup Agent Services.  

 

2. DEFINITIONS 

Terms beginning with a capital letter in these SC are defined below, within the document and in the other 

contractual documents that are part of the Contract agreed between the Client and OVHcloud. 

“Backup Agent”: the Veeam management agent which executes the backups of the Linked Service(s) on a Vault 

in accordance to the selected Backup Policy. 

"Backup Policy": a set of rules and settings that define how and when the Client data is backed up, including but 

not limited to, the frequency of backups, the retention period of backed-up data, and the storage location of 

backed-up data. 

“Linked Service(s)”:  the compatible OVHcloud service(s) contracted by the Client through separate orders and 

associated at the Client’s initiative to the Backup Agent Service.  

“Veeam Service Provider Console” or “VSPC”:  the centralized and mutualised management platform for 

backup and disaster recovery services developed by Veeam®. Veeam is a registered trademark of Veeam Software.  

 

 

3. THIRD-PARTY PRODUCT 

The Backup Agent Service includes a Third-Party Product developed by Veeam. The Client is authorised to use the 

Third-Party Product only as part of the Backup Agent Service. The Third-Party Product is subject to specific terms 
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as defined in the GTS. OVHcloud does not participate in the creation and development of the Third-Party Product 

made available to the Client as part of the Backup Agent Service. Therefore, OVHcloud is not responsible for the 

Third-Party Product, which may include, without limitation, technical errors, vulnerabilities or incompatibilities. 

4. DESCRIPTION OF SERVICES    

 

The Backup Agent Service allows the Client to back up the Content stored on the Linked Service(s) as files 

(hereinafter referred to as the “Backup”). This backup feature is integrated into the Control Panel. The Backup 

Agent Service is not included by default in the cost of the Linked Service(s). The Backup Agent Service must be 

specifically ordered or activated and is subject to additional invoicing. The Client must consult the technical 

documentation available on the Website in order to find out more information about the Backup Agent Service, 

including about how to associate the Backup Agent Service to the Linked Service(s) and the limitations applicable 

to such association. Except for the SLA described below, OVHcloud is only subject to a “best endeavours” 

obligation (obligation of means). By default, OVHcloud has a policy setup to backup the entire computer, as 

defined by Veeam, of the Linked Service(s). The Backup Agent Service consist of a Veeam management agent (the 

Backup Agent), the VSPC and a set of Backup Policies and Vaults.  

 

The Backup Agent Service includes: 

- Veeam Service Provider Console:  

OVHcloud deploys three (3) instances of the VSPC that may be in the same Region as the Backup Agent. The 

available Region is mentioned on the Website. OVHcloud deploys and manages the VSPC as administrator for the 

duration of the Backup Agent Service. The Client only has a restricted access to it. 

- Backup Agent:  

Backup Agent refers to a software component, specifically a Veeam management agent, that the Client installs on 

the servers of their Linked Service(s) to facilitate the backup and restore process. The Backup Agent collects and 

transmits data to be backed up to the Vault, allowing the provision of backup and restore services for the Backup. 

OVHcloud provides a pre-configured Backup Agent, which the Client will install on its chosen Linked Service(s) to 

collect and transmit data to be backed up. By default, the Backup Agent is configured with a Backup Policy that 

includes 14 days, meaning that the Client can recover its data from the last consecutive 14 calendar days of 

Backups. To the extent technically possible, OVHcloud will make commercially reasonable efforts to perform 

backups automatically at 22 PM CET every day. The backed-up data is stored in a secure Vault, which is built on 

OVHcloud's Object Storage service, using the S3 protocol.  

 

- Backup Policy:  

Backup Policies are used to configure and manage the backup process. A standard Backup Policy is applied by 

default when the Client downloads the Backup Agent for a given Linked Service. The Client may choose another 

Backup Policy amongst the Backup Policies available on the Website and/or the Control Panel in accordance with 

its specific requirements.  

 

- Vault: 

A vault refers to a secure (by encryption) and isolated (by whitelisting the IP of the Linked Service) storage 

container that will host the Backup (a “Vault”). Each Vault is designed to provide a storage environment for the 

Client’s Backup, with encryption and immutability enabled by default. 
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When the Client activates the Backup Agent Service for the first time, OVHcloud creates a Vault in a different 

Region, which may be in a different country, than the Linked Service(s) in compliance with OVHcloud geo-

redundancy policy defined on the Website. The Client undertakes to examine and to agree with such policy before 

ordering any Agent Backup Service. 

 

 

5. ORDER AND DELIVERY    

The Client orders or activates the Backup Agent Service(s) directly online on the Website from the Control Panel 

or an application programming interface (API). 

In the event of usage by the Client that may impact the stability of the Infrastructures or the performance of the 

services provided to other OVHcloud clients (e.g. saturation of the available space within a Datacenter, saturation 

of shared bandwidth, etc.), OVHcloud reserves the right to consult the Client in order to agree on an alternative 

solution that meets the Parties’ needs and constraints.  

Where the Infrastructure capacity is not sufficient (i.e. lack of available disk space), OVHcloud reserves the right 

to temporarily limit the use of the Backup Agent Service: the Client can still access their Backup, but cannot 

backup any additional Content (the Backup Agent Service is only accessible in read-only mode). 

 

6. CONDITIONS OF USE  

6.1 Prerequisite 

Prior to any order, the Client must inquire about the hardware requirements and the services and/or elements 

needed to use the Backup Agent Service. Where applicable, these requirements are set out in the documentation 

listed on the Website. 

The Backup Agent Service is compatible with Linux and Windows, and with certain OVHcloud services only. 

 

6.2 Client’s obligations 

The Client is solely responsible for using the Backup Agent Service, and in particular for (a) selecting the Linked 

Service(s) to be backed up, (b) choosing the Backup Policy adequate to its needs, (c) verifying regularly that 

backups are performed correctly, (c) verifying regularly the integrity of the backups using tools that the Client 

deems appropriate, and (d) in case of failure, implementing a new backup operation when necessary, by 

contacting the OVHcloud Support if necessary. OVHcloud does not manage backups or restore operations 

performed as part of the Backup Agent Services. OVHcloud cannot be held responsible in the event of failure, 

malfunction or error in the backup operations due to the Client’s or a Third Party’s fault or negligence. The Client 

agrees to flag the discovery of a malfunction, error or vulnerability in the backup operations as soon as possible. 

The Client is solely responsible for the content of the Backups. The Client shall ensure that they hold the necessary 

rights and are in compliance with the regulations in force. OVHcloud has no knowledge of the content and 

activities for which the Client uses the backup and restore solution. The Backup Agent Service may be suspended 

and interrupted in accordance with the GTS. 

 

6.3. Division of tasks and responsibilities between the Client and OVHcloud 
 

Responsibilities and tasks are divided between the Parties as described below. 

The following table does not intend to change the nature of the obligations of the Parties, in particular the possible 

obligation of results or obligations of means of the Parties defined in these SC. 
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 Responsibility 

Onboarding and Service activation OVHcloud Client 

Enable Service Backup Agent  X 

Create VSPC tenant / customer account X  

Install and perform initial configuration of the Backup Agent  X 

Create Vault X  

Policies 

Define the standard Backup Policies (retention duration and localisation of 

the Vault) 

X  

Implement the defined Backup Policies in the VSPC X  

Modify the applicable Backup Policy for a given Linked Service  X 

Define the backups’ settings (frequency/schedule) and its own RPO policy  X 

Control plane activity   

Handle infrastructure alerts and incident  X  

Update / Lifecycle of the Backup Agent X  

Execute Backup job 

Run scheduled backup jobs  X  

Re-launch a failed scheduled backup jobs  X 

General monitoring of the backup job health on the VSPC (success/failures) X  

Regular verification of the correct performance of the backups  X 

Handle backup alerts and incidents  X 

Restore tests and recovery operations 

Initiate restore request (files/volume/server)  X 

Perform functional validation after restore  X 

Security, compliance, incidents 

Secure infrastructure (encryption, hardening, immutability if included) X  

Ensure regulatory compliance (logging, legal retention, audit)  X  

Test integrity of the Backup  X 

Test restore Backup  X 

Termination 

Termination / end‑of‑contract notification  X 

Data export / Backup retrieval (if included)  X 

Secure deletion of remaining Backup X  

 

 

7. SERVICE LEVEL AGREEMENTS (SLAs) 

 

The SLA does not apply to the contents of the Backup or the time it takes to complete the backup task. If the same 

incident results in OVHcloud failing to comply with several commitments in the SLA, the Service Credits cannot 

be accumulated. Therefore, the Service Credits that are the most favourable to the Client will apply. 
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The procedures for obtaining Credits (and the applicable limitations and exclusions) are defined in the GTS. In any 

case, Service Credits must be claimed by opening a ticket. The Client must claim these Service Credits no later than 

thirty (30) days after the incident occurs. 

 

 

 

7.1 Veeam Service Provider Console:  

Monthly Availability Rate Total minutes of Unavailability 

within a given month 

Service Credits 

100% - 99.9% Less than 44 minutes 0% of the monthly cost of the 

affected Veeam Service Provider 

Console 

99.9% - 99.8% 44 to 87 minutes 10% of the monthly cost of the 

affected Veeam Service Provider 

Console 

99.8% - 99.5% 87 to 220 minutes 25% of the monthly cost of the 

affected Veeam Service Provider 

Console 

99.5% - 95% Over 220 minutes 50% of the monthly cost of the 

affected Veeam Service Provider 

Console 

Less than 95% Over 2191 minutes 100% of the monthly cost of the 

affected Veeam Service Provider 

Console 

 

For the purpose of the SLA on the availability of Veeam Service Provider Console, the following definitions apply: 

“Monthly Availability Rate”: the total number of minutes in a given month minus the number of minutes of 

Unavailability over this month. The total is divided by the total number of minutes in this given month, 

expressed as a percentage.  

 

“Unavailability”: the Client’s inability to access the Veeam Service Provider Console for a reason solely 

attributable to OVHcloud, as measured by OVHcloud sensors or noted by the Parties. 

7.2 Vault (based on object storage) 

Monthly Availability Rate 
Number of consecutive minutes of 

Unavailability 

 

Service Credits 
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99.999% – 99.9% Less than 44 minutes 
0% of the monthly cost of the 

impacted Vault 

99.9% – 99.8% 44 to 87 minutes 
10% of the monthly cost of 

the impacted Vault 

99.8% – 99.5% 87 to 220 minutes 
25% of the monthly cost of 

the impacted Vault 

99.5% – 95% Over 220 minutes 
50% of the monthly cost of 

the impacted Vault 

<95% Over 2191 minutes 
100% of the monthly cost of 

the impacted Vault 

 

For the purpose of the SLA on the availability of the Vault, the following definitions apply: 

 

“Monthly Availability Rate”: the total number of minutes in a given month minus the number of minutes of 

Unavailability over this month. The total is divided by the total number of minutes in this given month, expressed 

as a percentage.    

 

“Unavailability”: the total number of minutes during which the Vault  has been unavailable for more than three 

(3) consecutive minutes.  The loss of connectivity is recorded by OVHcloud through the implementation of ARP 

(Address Resolution Protocol) ping monitoring requests. The Unavailability is calculated by OVHcloud from the 

moment the incident ticket is opened. If OVHcloud is unable to perform these technical monitoring operations to 

check the availability of the Services due to certain configurations operated by the Client on their Instances, the 

SLAs set out above will not apply. 

 

8. DURATION AND END OF SERVICE    

 

8.1 Duration  

There is a minimum subscription duration of 14 days starting from the date on which the Client performs its first 

backup with the Agent Backup Service (the “Immutability Period”). After the Immutability Period, the Agent 

Backup Service continues for an indefinite period and is subject to termination within the conditions defined in 

the SC. Any new job launched via the Backup Agent will start a new Immutability Period for the Vault relating to 

this job, including automatic backups done as part of the Backup Agent Service. 

Any started hour (i.e. clock hour) is billed and payable in full. For example, to illustrate the hourly billing, if the 

Backup Agent Service is subscribed from 9:50am to 10:15am, the Client will be billed for the full hour, it being 

understood until 10.49am. The Client’s Backup will remain available for the duration of the Backup Policy. , except 

in the cases set out below. After the expiration date defined in the Backup Policy, the Backup will be permanently 

deleted. 

 

8.2 End of Service  

During the Immutability Period, the Client may terminate all or part of the Backup Agent Service by contacting 

OVHcloud’s Support Team provided that the Backup is deleted from the Vault.   
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To terminate the Backup Agent Service after the Immutability Period, the Client must delete the Backup Agent 

Service from Control Panel and from the VSPC. 

 

The Client is solely responsible for any operations (such as backups, transfers or snapshots) that the Client deems 

necessary to protect its Backup from the risk of loss before the Backup Agent Service is terminated for whatever 

reason, being noted that the Backup Agent is necessary to decode the Backup.  

 

The termination of the Linked Service(s) will not terminate the Backup Agent Service, whatever the reason for 

such termination. 

 

OVHcloud reserves the right to terminate the Backup Agent Service in the event that no Backup has been billed 

for more than six (6) consecutive months, and if no credit and/or voucher is available and valid for this Backup 

Agent Service in their Client Account. OVHcloud will notify the Client in advance of this termination by email.  

 

 

9. PRICES AND BILLING 

 

The Backup Agent Service is billed monthly on a pay-as-you-go basis. The Client is billed in arrears at the beginning 

of the calendar month following the month of use, based on the usage recorded by OVHcloud. OVHcloud reserves 

the right to bill the Client before the end of the current calendar month, if the Backup Agent Services consumed 

by the Client during the month reach a significant total amount. The delivery time and consumed hours are 

established by OVHcloud based on the available data in its information system, which is accepted as proof and is 

fully binding on the Client. 

The Client is billed according to the volume of storage used by the Vault and their usage time. Each started unit 

(Gb) of storage shall be billed in full, even if it is not fully used or if it is created and/or deleted during the hourly 

period (rounded up). 

Once the Client has created a Backup, its status will appear in the Control Pane and/or in the VSPC. The 

provision of the Vault terminates when the Backup(s) that it hosts and its/their associated elements are deleted. 

A Backup and its associated elements that have been disabled, but not deleted, will continue to use storage space 

in the Vault that will be billed. 

Payments are made within three (3) days of the billing date. 


