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About this document
This document is offered to [Client] for the purposes of selecting a partner for the
proposed services. All pricing detailed in the document is commercially sensitive
and should not be shared without Cloudsoft’s permission. This offering is subject
to the Terms and Conditions listed. If service is purchased via AWS Marketplace
Buyer and Sellers are also bound by the equivalent Terms and Conditions
applicable to the AWS Marketplace.

All questions or queries regarding this document should be addressed to:

Vicky Glynn

Business Unit Director

E: vicky@cloudsoft.io

M: +44 (0)7788 727 686
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Executive Summary - Cloudsoft and [Client}
{Description of Client]

{Client] wishes to make resources for their services available to developers and
other users in the AWS CloudFormation registry. Resources are the most
important element of infrastructure as code for AWS developers. By making
resources for {Client]’s services available on CloudFormation {Client} will enable
their customers to provide their services on AWS, quickly and simply.

To provide resources to users in CloudFormation, providers are required to choose
the resources that are most needed by their customer base, write the relevant
code for the resources, ensure these resources can pass the CloudFormation
testing framework and publish the resources across AWS regions. With AWS
CloudFormation Advance, Cloudsoft will support [Client] throughout the whole
process. This will allow [Client] to accelerate the availability of their initial, or
subsequent, bundles of resources, without diverted internal resources from other
projects

AWS Cloudformation Advance: Process
AWS Cloudformation Advance will take [Client] through number of steps to
produce CloudFormation resources:

Phase One: Choose & Curate:
Cloudsoft will consult with [Client] to identify the resources to be created.
(Resource numbers will vary depending on the pricing package chosen). This
includes:

● Defining at the most common, repeatable resources
● Evaluating current resources, e.g. Terraform resources
● Defining CRUDL (Create/Read/Update/List/Delete) operations in the API
● Understanding linkages between resources

Phase Two: Create
Cloudsoft will develop and document {Client]’s resources including:

● Creating Git repositories that will allow [Client] to fully own the codebase
after development. (These may remain shared with Cloudsoft if [Client] has
opted for a support package.

● Building the resources in Typescript. (Typescript is preferred as it has some
natural advantages over other languages- Java, Python, Go available on
request.).

● Building resources that can be created, read, deleted and more.
● Providing documentation familiar to any CloudFormation user.

Phase Three: Test
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Cloudsoft is experienced at testing using the AWS testing framework. This
ensures that resources can be easily published on the CloudFormation Registry.
We’re experienced in the current contract testing (CTv1) and we've also been
testing upcoming contract testing requirements (CTv2) to ensure your resources
are future proofed. We’ll ensure all resources pass testing requirements. As per
AWS advice we’ll use CTv2 testing to ensure that your services are future proofed.

Provision & Knowledge Transfer
Cloudsoft will publish resources for [Client], via a [Client] provide AWS account so
[Client] can get these into prospective customer hands sooner.

If you prefer to self-publish, Cloudsoft can walk you through the publishing
process and help remotely troubleshoot issues.

Support
Once resources are published these will, as standard, be fully supported by
[Client] unless a support package has been agreed.

Cloudsoft support is outlined in Appendix One and includes access to the
Cloudsoft Helpdesk for the [Client] including:

● Access to Cloudsoft experts via support tickets raised in Cloudsoft’s support
system ‘Zendesk’, for the purpose of raising Incident and support queries.

● Access to Cloudsoft experts through suitable channels which may include
Slack, email and [scheduled] voice and video calls.

● Bug fixes and small changes to resources. For example, url address
changes, version updates or missed parameters..

Cloudsoft operates a fair usage policy for the Helpdesk to allow for support
requests to be accommodated alongside incidents. Based on current knowledge
it’s expected that not more than 8 hours of Cloudsoft Engineering resources per
month will be required for support.

Pricing & Fees
Cloudsoft offers the following package(s) to [Client]: Getting Started, Builder,
Bespoke packages which follow the Cloudsoft Cloudformation Advance Process
to Curate and Choose, Create, Test and Provision an agreed number of resources.
All packages are self-contained, Clients choosing the Builder Package, for
example, are not required to choose the Getting Started Package.

Support for resources is also optional, Clients are not required to choose support.
Support is exclusive to resources created through the Cloudsoft Cloudformation
Advance Process.

**Delete as Appropriate**:
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Package Deliverables Resources *
Duration

Fees

Getting
Started
(Excludes
Support)

Research and Consultation to
choose required resources

Total Resources:
35 FTE Days/ 245
hours of
Consultation &
developer time.

Typical Project
Length: 2 months

$59,999

10 resources created

Testing

Publication to Registry

Documentation and
Knowledge Transfer

Package Deliverables Resources *
Duration

Fees

Builder
(Excludes
Support)

Research and Consultation to
choose required resources

Total Resources:
60 FTE Days/ 400
hours of
Consultation &
developer time.

Typical Project
Length: 4
months

$89,999

30 resources created

Testing

Publication to Registry

Documentation and Knowledge
Transfer

Package Deliverables Resources *
Duration

FTE Day
Rate

Total

Bespoke
(excludes
Support)

Research and
Consultation to choose
required resources

Total Resources:
xx FTE Days/ xxx
hours of
Consultation &
developer time.

Estimated
Project Length:
XX

$1,800 $xx,xxx

xx resources created

Testing

Publication to Registry

Documentation and
Knowledge Transfer

Package Deliverables Resources * Duration Fees

6 month Service Desk and Fair Usage policy, see $10,999
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post
publishing
support

Support above

Package Deliverables Resources * Duration Fees

12 month
post
publishing
support

Service Desk and
Support

Fair Usage policy, see
above

$17,999

Package Deliverables Resources * Duration Fees

36 month
post
publishing
support

Service Desk and
Support

Fair Usage policy, see
above

$50,499
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Appendix One:  Support

1. HELP DESK
1.1. Cloudsoft shall provide to [Client} a Help Desk through a self-service portal

with the capability to have remote meetings to investigate and resolve
issues.

1.2. Only [Client] representatives shall have access to the Help Desk and
Portal. No access is provided to end users of resources.

1.3. Cloudsoft’s support shall be in English.
1.4. Cloudsoft’s support shall provide to [Client} a Support Ticketing system

that will unambiguously identify any inbound enquiry as originating from
[Client}.

1.5. Cloudsoft shall maintain the Help Desk to provide support for the
resolution of Incidents.

1.6. The Help Desk shall be available to be contacted to meet agreed Service
Levels detailed below.

1.7. Knowledgeable employees of Cloudsoft capable of providing technical
assistance and Incident resolution shall staff the Help Desk.

1.8. Designated members of [Client}’s staff may contact the Help Desk via
Cloudsoft’s Support Ticketing system.

2. SUPPORT TICKETS WORKFLOW AND TRACKING
2.1. Each Support Ticket shall relate to a single problem or question and shall

qualify as an Incident.
2.2. Prior to raising a Support Ticket through the Support Ticketing system,

[Client} shall apply its best endeavours to confirm a problem is related to
resources created by Cloudsoft through the AWS Cloudformation Advance
Process.

2.3. [Client} shall designate “Support Contacts”, that are authorized to submit
Support Tickets..

2.4. All support raised for CloudFormation resources shall be, by default
classified as Severity Level 4, with regards to target Service Levels. [Client]
may request escalation by contacting the Help Desk.

2.5. [Client} shall apply its best endeavours to provide appropriate and timely
assistance to Cloudsoft while a Support Ticket is open.

2.6. Service Levels according to the Section 9 - SERVICE LEVELS do not apply if
a Support Ticket is not properly submitted and responded to by [Client}.
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4. SEVERITY LEVELS

Upon receipt of a properly submitted Ticket, Cloudsoft shall agree the Incident
Severity Level jointly with [Client} according to the guidelines defined below.
Severity Level may be re-evaluated upon submission of a Workaround.

Severity Level 1 is defined as a critical problem that impacts [Client}’s ability
to deliver supported services.

[Client}’s critical production systems experience a total loss
of service

Severity Level 2 is defined as a major problem that impacts [Client}’s ability
to deliver supported services.

[Client}’s business production systems experience significant
loss or degradation of the supported services

Severity Level 3 is defined as a minor problem that does not impact [Client}’s
ability to deliver supported services

[Client}’s business production systems do not experience
any loss or degradation of supported services

Severity Level 4 is defined as all other problems related to the supported
services

Table 1: Severity Levels

9. TARGET SERVICE LEVELS

The Service Level Targets are specified in the SLA (Service Level Agreement)
Matrix below:

Item Definition

Help Desk Ticketing system (currently ZenDesk)

Support Hours 24 hours x 365 days

Business Hours Monday-Friday 08:00-20:00 UK

Ticket Response Time
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Severity Level 1 Within 15 minutes
Updates hourly thereafter

Severity Level 2 Within 1 Support Hours
Updates every two hours

Severity Level 3 Within 4 Business Hours

Severity Level 4 Within 8 Business Hours

Ticket Workaround Time

Severity Level 1 8 Support Hours

Severity Level 2 24 Support Hours

Severity Level 3 48 Business Hours

Ticket Resolution Time

Severity Level 1 24 Business Hours

Severity Level 2 48 Business Hours

Severity Level 3 96 Business Hours

Severity Level 4 By mutual agreement between the Parties
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