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Comparing Asia/North America/Europe and their service communications
- The Hurricane Electric (as a customer) experience
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Hurricane Electric operates a network in three continents
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— Asia (four years) - 77 (44F) 4 P
— North America (19 years plus) — ALK (19F LA E) : ﬁ
— Europe (greater than 13 years) — 3—0w/\(13FE Ll E)
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e 47 POPs globally — 24 providers — 50++ IXPs
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* Marked difference in res onsweness

Perceived Quality
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— Initially notice by quality of pre-sales and post-sales communications
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— Bllllng—tlmelmess and accuracy
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— SerV|ce orders (cross connects, remote-hands, hardware install)
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e Conclusion: We have to work around all cases and be adaptive
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This “fix” didn’t generate a ticket or notification from the

unnamed US datacenter operator
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This “fix” did generate a ticket (well many tickets!)
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i Frm: ."t"'sUppon <"'t't'suppon@t"'..'-wrn>
| Subject: Weather update *******

| Date: November **, 2012

TO: co'ooo.suppon<onooo-'suppon@.......“>

cc: ERERE. <..'...'@'.'."..wm>

‘ Dear Valued Customer,

November **| 2012
Dear Valued Customer,

Please be advised, ****** generators supporting UPS-X is in need of a fuel oil filter

' Please be advised that Winter Weather Advisory has been cancelled. replacement. This is due to the extensive amount of run time because ****** has not

| **xxx¥ site is operating normal with no issues to report.

related to the storm’s presence.

' In addition, please see the below link for regular updates
| status of our facilities.
 http://****** com/emergency-alert-message

Thank you

‘ Technical Operations

Please be advised that ****** is aware and prepared for the weather approach on
the East coast. Local ****** teams have tested and confirmed the operation and The HVAC system will also go down. ****** is opening up windows at this time and
| preparedness of all emergency power systems. We have fortified the onsite staff setting up fans in this area.

' presence as well as added on-call staff resources to address any facility issues

been able to restore power. At this time there is no word on ****** restoring power so
this needs to be done ASAP not to have the generator fail. The process will take less than
30 minutes and at that time there will be battery backup supporting all critical systems.

This needs to be done and we will confirm when it has been completed. We apologize for
this inconvenience.

"""" Al Regional Operations Manager

From: ******support< provre
Subject: UPS-X Generator Filter Change UPDATE
Date: November **, 2012

To: ******support <******suppon@i*#==++= |>

Dear Valued Customer,

Please be advised that the emergency generator maintenance is completed ahead of
schedule. Fuel filters are changed and will sustain generator function until the emergency
power event subsides.

UPS-Y customers should have noticed a transfer to redundant power feeds. Customers with
properly deployed redundant power should not have perceived an outage during this
maintenance. Maintenance is concluded and systems remain on emergency generator
power at this time.

Director Operations ******




Hurricane Electric’s experiences in Japan
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The Hurricane Electric experience in Japan /N )4 —>IT LM )y BARTOHRER

The whole process far-exceeds all other locations on our network
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The pre-sales was an exacting process 1) — )L X [XE&HETOE R

The hardware install (which was done with remote hands) — perfect!
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The IP peering port turn-up (turn-ups) — perfect! IPE 71> 7R— D ER@E (5 2)) - STEE!
Ongoing work — perfect! #fE Y% 1E K — SEEE|

Is Japanese quality & operation-levels repeatable elsewhere?
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Simple put — “no” — but we would like it!
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Could Japan change? BARIZZEH N B?

Maybe there’s room for a more “commodity” offering
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Should Japan change? BARIIZHHRE?

No



Hurricane Electric’s experiences with Japanese customers
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Japanese networks operating out5|de Ja %
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— Canthe accept “cheap but Iow-quallty service?
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Japanese networks and the RFP&rocess
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— Far more details than other potentlal customers
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Japanese networks and the pre-sales process
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— Non ng)anese companies can’t compete with in-country suppliers
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Cost?
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— Well that’s where there’s a win-win!

Win-WinB{R DR ih



