SERVICE LEVEL AGREEMENT (SLA)
Introductory Note
This template is intended for in-house counsel and business users. Please complete all bracketed placeholders before execution. This Agreement does not constitute legal advice; consult qualified counsel for jurisdiction-specific requirements.
An SLA template for uptime commitments, support response times, exclusions, measurement windows, service credits, and chronic failure rights.
Defined Terms
"Agreement" means this document, including any attached schedules, exhibits, statements of work, order forms, or written addenda.
"Effective Date" means [Effective Date].
"Party A" means [Party A Legal Name], a [State/Country] [entity type].
"Party B" means [Party B Legal Name], a [State/Country] [entity type].
"Services" means the service level (sla) activities, deliverables, products, access rights, or obligations described in this Agreement.
This Service Level Agreement (SLA) ("Agreement") is entered into as of [Effective Date] by and between [Party A Legal Name], a [State/Country] [entity type] with offices at [Party A Address] ("Party A"), and [Party B Legal Name], a [State/Country] [entity type] with offices at [Party B Address] ("Party B"). Party A and Party B may each be referred to as a "Party" and together as the "Parties."
1. Parties and Effective Date
This Service Level Agreement (SLA) is entered into by and between [Party A] and [Party B] as of [Effective Date].
The parties intend to use this agreement when a SaaS or technology vendor commits to availability or support performance standards.
2. Background
The parties desire to document their rights and obligations for the relationship described in this saas and software template.
This template should be tailored to the actual transaction, governing law, approval process, and operating model before signature.
3. Uptime target
The parties will define and agree the uptime target requirements applicable to this transaction.
Insert transaction-specific language, owner names, deadlines, exceptions, approval rights, and any required escalation triggers.
4. Measurement window
The parties will define and agree the measurement window requirements applicable to this transaction.
Insert transaction-specific language, owner names, deadlines, exceptions, approval rights, and any required escalation triggers.
5. Excluded downtime
The parties will define and agree the excluded downtime requirements applicable to this transaction.
Insert transaction-specific language, owner names, deadlines, exceptions, approval rights, and any required escalation triggers.
6. Support severity levels
The parties will define and agree the support severity levels requirements applicable to this transaction.
Insert transaction-specific language, owner names, deadlines, exceptions, approval rights, and any required escalation triggers.
7. Response times
The parties will define and agree the response times requirements applicable to this transaction.
Insert transaction-specific language, owner names, deadlines, exceptions, approval rights, and any required escalation triggers.
8. Service credits
The parties will define and agree the service credits requirements applicable to this transaction.
Insert transaction-specific language, owner names, deadlines, exceptions, approval rights, and any required escalation triggers.
9. Claims process
The parties will define and agree the claims process requirements applicable to this transaction.
Insert transaction-specific language, owner names, deadlines, exceptions, approval rights, and any required escalation triggers.
10. Termination trigger
The parties will define and agree the termination trigger requirements applicable to this transaction.
Insert transaction-specific language, owner names, deadlines, exceptions, approval rights, and any required escalation triggers.
11. Compliance With Laws
Each party will comply with laws and regulations applicable to its performance under this agreement.
12. Term and Termination
This agreement begins on the effective date and continues until completed, expired, or terminated according to the terms inserted by the parties.
13. Miscellaneous
Add governing law, notices, assignment, waiver, severability, counterparts, order of precedence, and entire agreement language appropriate for the transaction.
14. Signatures
	Party A:
By: ___________________________
Name: _________________________
Title: __________________________
Date: __________________________
	Party B:
By: ___________________________
Name: _________________________
Title: __________________________
Date: __________________________


