SERVICE LEVEL AGREEMENT
KNOW ALL MEN BY THESE PRESENTS:

This agreement made and entered into, by and between:

NAME OF SERVICE PROVIDER, a corporation duly organized and existing under and by virtue of the laws of the Philippines, with principal address at Address of Service Provider, represented in this act by its Position/Title of Signatory, Name of the Signatory, hereinafter referred to as the SERVICE PROVIDER
- and -
NAME OF THE SUBSCRIBER, a corporation duly organized and existing under and by virtue of the laws of the Philippines, with principal address at Address of the Subscriber, represented in this act by its Position/Title of the Signatory, Name of the Signatory, hereinafter referred to as the SUBSCRIBER
WITNESSETH, THAT:

WHEREAS, the SERVICE PROVIDER is offering a description of service service;
WHEREAS, the SERVICE PROVIDER absolutely guarantees that the service rendered onto the SUBSCRIBER shall strictly follow the specifications outlined in this agreement;
NOW, THEREFORE, in consideration of the mutual covenants contained herein, the parties hereto agree to the following undertakings:
1. The following service level standards shall be maintained:
· 99% uptime measured every month except for planned system downtime needed for maintenance work.  The said downtime shall be made known by the SERVICE PROVIDER to the SUBSCRIBER through at least three (3) days advanced notice;

· Technical support from Monday to Friday, between 8:00 AM to 5:00 PM, except during declared nonworking holidays;

· 24 x 7 on call support in case of unscheduled system downtime.  

· Resolution of unscheduled system downtime shall be in accordance to the following:

· 15 minutes turnaround time in case of software restart issues like restarting the OS, web server, database server, et.al.

· ½ day turnaround time in case of database corruption and restoration issues;

· ½ day turnaround time in case of internet and network related issues on the data center which houses the SERVICE PROVIDER’s servers;

· 1 day turnaround time in case of total hardware and software destruction of the SERVICE PROVIDERs servers;    

2. Both parties agree that any classified or damaging information obtained from each other shall be treated with utmost confidentiality and proper prudence shall be employed in order to safeguard such information from being disseminated to third parties;
3. No waiver or alteration to the provisions set forth herein shall be binding unless it is in writing and signed by the party making the waiver;

4. If any provisions of this document shall be construed to be illegal or invalid, they shall not affect the legality, validity, and enforceability of the other provisions of this document; the illegal or invalid provision shall be deleted from this document and no longer incorporated herein but all other provisions of this document shall continue;

5. Both parties expressly agree that this document shall not give rise to any third party being a beneficiary or being entitled to any rights whatsoever;
6. In case of any breach on the guarantees and specifications provided in this agreement, the SERVICE PROVIDER shall be bound only to provide a rebate proportional to the amount of time the service was disrupted outside the guarantees of this document;

7. The SUBSCRIBER holds the SERVICE PROVIDER free from any future liens and damages that may arise directly or indirectly on any breach or non compliance of the guarantees and specifications provided in this agreement except for the rebate mentioned in the preceding paragraph;

IN WITNESS WHEREOF, the parties hereto have set their hands this       day of      , in the year of our Lord      , at Makati City, Philippines.

     
     
SERVICE PROVIDER
SUBSCRIBER
TIN No.___________________
TIN No.:___________________

By:

     
     
TIN No. __________________
TIN No.: ________________________
ACKNOWLEDGMENT

REPUBLIC OF THE PHILIPPINES 
)

CITY OF MAKATI


) S.S.

BEFORE ME, a Notary Public in and for the City of Makati, this __________________ personally appeared the following persons with their corresponding Community Tax Certificates:

	NAMES
	COMM. TAX. CERT. NO.
	DATE/PLACE ISSUED

	     
	
	

	     
	
	

	     
	
	

	     
	
	


known to me and to me known to be the same persons who executed the foregoing instrument and acknowledged before me that the same is their free and voluntary act and deed, and that of the corporation they represent.

WITNESS MY HAND AND NOTARIAL SEAL

Notary Public
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