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Service Level Agreement For Hosted Application
1. Support Information
E-Mail
support@yourcompany.com

Phone
800-111-2222
Fax
800-111-2223
Escalation Contact
ceo@yourcompany.com 
Standard Support Hours
9 am – 5 pm PST
Free Support
Any calls under 15 minutes to resolve

Additional Support
Billable as approve by contract manager

Minimum time: 1 hour
Emergency Extended Support Hours
24 hrs / 7 days 

Emergency Support Phone
800-111-2224
2. Hosted Application Information
Hosted Application Uptime 

Standard Availability
365 days per year / 24 hours per day

Percentage of network uptime: 
99.5%

Percentage of system uptime:  
99.5%

Power uptime
99.5%
Hosted Application Maintenance Information
Minor Bug Fix Window
Daily 10 am – 10:05 am PST (infrequent)

System Upgrade Window
Monday 6 pm – 12 pm PST

Data Backup Schedule
Nightly, midnight Central time

Data Retention Period
7 days – Full System

Hosted Application Disaster Recovery

Disaster Recovery Environment
Dual remote data centers 

Recovery point objective
Web Application available to standard web browsers

Recovery time objective
1 day prior to disaster event

Hosted Application Data Security

Web Application
User name / password authentication

Server Root Environment
Public / Private Key

Hosted Application Change management process

Moving between Major versions
Up to 8 hours (6pm PST – 2 am PST)

Moving between Minor versions & db updates
Up to 2 hours (6pm PST – 8 pm PST)
Hosted Application Data Ownership:

End Customer
3. Maintenance Service for Telaeris Software
Renewal Process: Renewal process shall be the submittal of a Maintenance Services renewal quotation thirty (30) days prior to the end of Maintenance Service and subject to Customer’s acceptance, CUSTOMER’s subsequent issuance of a Maintenance Fees renewal or PO and payment of the Maintenance Fees due hereunder, LICENSOR shall provide Maintenance Services for the Licensed Software as specified herein.
Technical Support. During the term of the applicable Software Maintenance Services agreement, LICENSOR shall provide technical support for problem resolution of technical issues and defect correction involving the Licensed Software under this Agreement in accordance with the following:
a.             Incident Submission and Resolution.  An “Incident” is defined as a single unexpected event with specific symptoms encountered while using the Software, where there is a reasonable expectation that the symptoms are caused by the Licensed Software.  Incidents submitted that do not conform to this definition will be managed on an hourly basis.  

CUSTOMER’s designated support manager will manage CUSTOMER’s process for submitting Incidents. CUSTOMER and LICENSOR are responsible for setting the initial severity (A through D below) and can change the severity level at any time if agreed by both CUSTOMER and LICENSOR. Before LICENSOR provides support for an Incident, CUSTOMER’s and LICENSOR's respective support professional(s) must agree on the problem to be resolved and the parameters for an acceptable solution.  An Incident may require multiple telephone calls and off-line research to achieve final resolution.  

Incidents may be submitted to LICENSOR's help line via telephone, electronically by email, or through available on-line incident reporting mechanisms. Telephone support is available between the hours of 9:00 AM and 5:00 PM, Pacific Standard Time, Monday through Friday, excluding LICENSOR's published holidays and such holidays as are observed locally by LICENSOR.  Each support person of LICENSOR shall capture the following information about each Incident: call date, caller name, caller phone number, Licensed Software and version, question or problem narrative, the solution offered narrative and whether the call was closed (resolved). The estimated response time will be determined by the incident severity as defined in the following table:
	Severity
	Definition
	Estimated Initial
Response Time and Incident correction

	A
	Critical Business Impact.
Production system is down or unusable.
	Immediate telephone response
and proposed solution(s) in a reasonable time

	B
	Significant Business Impact.
Important system features are unavailable in the production system or implementation cannot move forward and no acceptable workarounds exist.
	Immediate to 4 hours telephone response
and proposed Incident correction(s) in a reasonable time

	C
	Some Business Impact.
Standard Priority: questions regarding product feature and functionality; important system features unavailable; or less significant features unavailable with no reasonable workarounds.
	Immediate to 8 hours telephone response
and proposed Incident correction(s) in a reasonable time

	D
	Minimal Business Impact
Information or long-term enhancement request; documentation clarification.
	1 day to 5 day e-mail response and/or quotation for service



TABLE 1
Table Definitions:
"Response" is defined as an email from LICENSOR to CUSTOMER confirming receipt of a reported issue.  LICENSOR will assign a tracking number to the issue and communicate an action plan as part of the response.

"Reasonable" is defined as an amount of time required to provide a solution which will be mutually agreed by LICENSOR and CUSTOMER based on the severity level of the issue and surrounding circumstances.

b.             Desktop Sharing/Remote Desktop.  At CUSTOMER’s request, LICENSOR may access CUSTOMER’s system via desktop sharing to analyze problems.  Access is only pursuant to CUSTOMER’s permission, and LICENSOR personnel may access only those systems authorized by CUSTOMER.  LICENSOR may provide CUSTOMER with software to assist with problem diagnosis and/or resolution.  Such software is the property of LICENSOR, is not permitted to be copied, shall be subject to the same protections as Licensed Software and shall be returned to LICENSOR within three (3) days after request for return.

c.             Onsite Emergency Support.  In critical situations, CUSTOMER may request onsite emergency support as a separate and distinct billable service, to be billed at LICENSOR's then-current rates for work performed on a time and materials basis pursuant to the applicable service contract under the existing CUSTOMER Professional Services Agreement between the parties.  LICENSOR resource availability and the tasks performed will vary based on the situation, environment, and business impact of the problem.

CUSTOMER RESPONSIBILITIES.  This section describes the roles and responsibilities required of CUSTOMER and its Affiliates that purchase sublicenses under this Agreement.  LICENSOR's performance is conditioned upon the following responsibilities being satisfactorily fulfilled by CUSTOMER and/or its Affiliates, as the case may be, in accordance with this services description.

CUSTOMER’s designated support manager will manage CUSTOMER’s process for submitting Incidents to LICENSOR and is responsible for establishing a process within CUSTOMER’s organization for controlling the submission of Incidents. CUSTOMER is responsible for setting the initial severity with the agreement of LICENSOR (A through C for new issues) and can request a change in severity at any time if agreed by both CUSTOMER and LICENSOR.  The table below identifies severities that may be assigned to an incident and CUSTOMER responsibilities at each level:

	Severity
	CUSTOMER and/or its Affiliates should be prepared to:

	Severity A
	Commit appropriate resources to be available to provide additional information within two days of CUSTOMER’s request
Make reasonable efforts to apply suggested solutions within a half day of receipt

	Severity B
	Begin the process required to provide additional information to resolve the problem within two days of LICENSOR's request
Make reasonable efforts to apply the solution provided by within two days of receipt 

	Severity C
	Monitor and respond as necessary

	Severity D
	Monitor as necessary


TABLE 2
CUSTOMER may be asked to perform problem determination activities as suggested by LICENSOR.  Problem determination activities may include performing network traces, capturing error messages, and collecting configuration information. Licensee may also be requested to perform problem resolution activities including changing product configurations, installing new versions of software or new components, or modifying processes.

Desktop and Handheld Software Maintenance Services Fee.  The annual fee for Desktop and Handheld Software Maintenance Services for Licensed Software for the one (1) year period beginning on the date when LICENSOR receives payment of the license fee for the specific sublicense is included in the purchase price for the applicable sublicense.   In the event that CUSTOMER elects to purchase Software Maintenance Services from LICENSOR for additional one (1) year periods, LICENSOR will charge CUSTOMER an annual maintenance services fee equal to fifteen (15) percent (15%) of the original license fee for that particular site.  CUSTOMER is not obligated to utilize LICENSOR's Software Maintenance Services.  However, should a lapse occur in the provision of maintenance services by LICENSOR, LICENSOR reserves the right to charge CUSTOMER a onetime twenty-five percent (25%) reinstatement fee per lapse to bring the Licensed Software up to the latest version.  Such reinstatement fee would be in addition to the annual fee for Software Maintenance Services. Maintenance services may be renewed in accordance with the renewal terms for such services under the existing CUSTOMER Professional Services Agreement between the parties.

Hosted Application Services Fee.  The annual fee for one (1) year of Hosted Application Services begin on the date agreed between the LICENSOR and CUSTOMER for the applicable sublicense purchased. Hourly rates will apply for support and enhancements.  Hourly rates can be purchased on an “as needed” basis at the specified support rates or may be pre-purchased in blocks of forty (40) hours at a discounted rate.
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