
STANDARD SERVICE LEVEL AGREEMENT 
(APPLICABLE TO QOMPLX CLOUD-BASED OFFERINGS ONLY) 

1. DEFINITIONS 

1. “At Risk Amount” means 5% of the Effective Monthly Fee.  

2. “Available” means End Users are able to access and use the Platform in accordance with 
this Agreement and the Documentation. 

3. “Downtime” means the number of minutes that the Platform is not Available. 

4. “Downtime Exclusions” means, collectively, (a) Scheduled Maintenance, (b) 
Emergency Maintenance, (c) End Users’ Internet connection or firewall/network issues, (d) 
outages elsewhere on the Internet that hinder End Users’ access to the Platform, (e) domain 
name or other third party service provider issues outside QOMPLX’s direct control (for 
example, third party cloud hosting service downtime, such as AWS or Azure), (f) acts or 
omissions of Customer (or acts or omissions of others engaged or authorized by Customer, 
including End Users), and (g) a force majeure event as described in Section 11.1 of the 
Agreement. 

5. “Effective Monthly Fees” means the total license fees payable by Customer to 
QOMPLX under this Agreement for subscription for the Platform, divided by the Platform 
subscription's total number of months. 

6. “Emergency Maintenance” means QOMPLX’s back-end (a) operating system patches, 
(b) server software patches, and (c) critical bug fixes, in each case in connection with the 
Platform. 

2. AVAILABILITY; AVAILABILITY CREDITS 

1. Availability. Beginning with the calendar month immediately after the calendar month 
of the Effective Date, QOMPLX shall, upon customer’s acceptance of standard contractual 
terms, make the Platform Available for 99% of each calendar month during the Term, 
excluding any Downtime due to Downtime Exclusion(s) (“Service Availability 
Requirement”). Service Availability is measured as the total number of minutes in a 
calendar month minus any Downtime during the calendar month other than due to 
Downtime Exclusion(s), divided by the total number of minutes in the calendar month. 

2. Back-end Maintenance. Except for Emergency Maintenance, QOMPLX shall provide at 
least two  (2) days’ advance notice to Customer prior to engaging in any back-end 
maintenance in connection with the Platform that may reasonably be expected to result in 
the Platform becoming not Available (“Scheduled Maintenance”). QOMPLX shall use 
commercially reasonable efforts to perform the Scheduled Maintenance between the hours 
of 10:00 PM and 6:00 AM, Eastern Time. 

3. Calculation of Availability Credits. If QOMPLX fails to meet the Service Availability 
Requirement for a particular calendar month during the Term, during the subsequent thirty 
(30) day period, Customer may request in writing (which request will specify the dates and 



times of unavailability instances that Customer is claiming) for QOMPLX to issue to 
Customer a credit against any Fees payable by Customer to QOMPLX under this Agreement 
for any subsequent invoice equal to the At Risk Amount for the applicable calendar month 
(“Service Availability Credit”). If the failure to meet the Service Availability Requirement 
is confirmed by QOMPLX, QOMPLX will issue the Service Availability Credit in accordance 
with this Section 1.3. QOMPLX shall not be required to issue any Service Availability Credits 
for a particular calendar month after the applicable thirty (30) days request period has 
ended. The foregoing shall be considered not a penalty but liquidated damages and shall be 
Customer’s sole and exclusive remedy for such failure. 

3. SUPPORT SERVICES 

1. Response and Resolution Times. QOMPLX shall provide telephone and email technical 
support to Customer during the Term in connection with access to and use of the Platform. 
Customer shall appoint a single point of contact to communicate technical support requests 
to QOMPLX. In no event shall QOMPLX be required to communicate with End Users 
regarding any technical support requests (other than through the appointed point of 
contact). Customer shall provide QOMPLX all information reasonably required for QOMPLX 
to assess and correct the issue identified in the technical support request. QOMPLX shall 
resolve the technical support requests as soon as reasonably practicable, provided that 
QOMPLX uses diligent efforts to resolve the service error. QOMPLX shall respond to 
Customer’s technical support requests as set forth below: 

Severity Level Definition Initial Response 
Time

Tier-1 (Critical) Critical operational 
service outage: 
Customer is 
experiencing failed 
service requests 
due to non-
response or 
incorrect response 
errors affecting 
more than 20% of 
submitted requests 
over a sixty (60) 
minute period.

Respond to issue 
within sixty (60) 
minutes of a 
reported problem. 



4. CONTACT INFORMATION 

Tier-2  (High) Minor operational 
service outage: 
Customer is 
experiencing failed 
service requests 
due to non-
response or 
incorrect response 
errors affecting 
more than 10% but 
less than 20% of 
submitted 
transactions over a 
sixty (60) minute 
period.

Respond to issue 
within four (4) 
hours of a reported 
problem. 

Tier-3 (Medium) Minor operational 
service outage: 
Customer is 
experiencing failed 
service requests 
due to non-
response or 
incorrect response 
errors affecting less 
than 10% of 
submitted 
transactions over a 
sixty (60) minute 
period.

Response within 
twenty-four (24) 
hours of a reported 
problem during 
regular business 
hours. 

Tier-4 (Low) Degradation of the 
Platform features 
not impacting the 
ability to complete 
submitted service 
requests or service 
is operating with 
minor issues that 
can be addressed 
with acceptable 
work around.

Response within 
forty-eight (48) 
hours of a reported 
problem during 
regular business 
hours. 



Contact information for requesting support is provided via the customer interface within 
QOMPLX’s web based support platform.  QOMPLX will provide Customer access to the support 
platform following contract execution. 

Regular Business Hours:  Monday – Friday 9:00AM to 5:00PM, Eastern Time, excluding 
U.S. federal holidays. 

Severity Level 1 Extended Support Hours:  24/7/365 

For all support requests customer should be prepared to provide the following information: 

1. Severity Level of issue  

2. Product or Service being used 

3. Description of the issue 

4. Actions already tried by Customer to resolve the issue 


