August 15, 2020

Service Level Agreement
This Rentouch Service Level Agreement (“SLA”) is issued under and forms part of the Customer
Agreement (SaaS) or other Rentouch agreement which references this policy and any capitalized
terms not defined herein shall have the meanings ascribed to them in such Rentouch agreement.
1.

Service Availability. Rentouch will use commercially reasonable efforts to provide the Service
to Customer at the Availability Standard set forth below:
a.

“Availability Standard” means uptime availability of the Service at a level of at
least 99.5% availability measured on a monthly basis, excluding scheduled
maintenance time. The Service will be deemed unavailable if Customer is unable to
access the Service (“Disruption”). Notwithstanding the foregoing, it will not be a
Disruption if the Service is not available because of (i) general internet problems or
outages caused by power supply carriers; (ii) malfunction of equipment, systems
software, network connections or other infrastructure not owned or operated by
Rentouch; (iii) force majeure events or other factors outside the reasonable control
of Rentouch or (iv) scheduled service or maintenance or reasonable emergency
maintenance.
Our monitoring and logging infrastructure is the source of truth for determining
Monthly Uptime Percentage, errors and whether we have met the Service Level
Commitment. All calendar months will be measured in the UTC+1 time zone.

2.

Service Credits.
a.

If Rentouch fails to meet the Availability Standard in a particular month and
Customer makes a request for service credits within 30 days after the end of such
month, Customer will be entitled to a credit based on the monthly portion of the
annual fees due for the affected Service in such month (“Service Credit”). The
Service Credit is calculated as follows:
Service Availability

Service Credit

Percentage

(% of monthly fees)

99.5% or greater
99% - 99.5%

No Credit
5%

98.5% - 99%

10%

98% - 98.5%
97.5% - 98%
Less than 97.5%

15%
20%
30%

b. Rentouch will apply each Service Credit to Customer’s next invoice, provided that
Customer’s account is fully paid up, without any outstanding payment issues or
disputes. Customer will not receive any refunds for any unused Service Credits.
3.

Exclusive Remedy. Service Credits constitute liquidated damages and are not a penalty.
Service Credits are Customer’s sole and exclusive remedy, and Rentouch’s sole and exclusive
liability, for Rentouch’s failure to meet the Availability Standard.
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