[bookmark: _GoBack]Exhibit I - Service Level Agreements
(To be effective 60 days following commencement of the Solution.)

	Performance Standard
	Measurement
	Measurement period
	% Level
	Service Price
	Remedy

	Site Uptime
	What percentage of the time is the site up? 
See SLA definitions here
	Monthly
	99.95% 
(With the inclusion of Acquia Edge for CDN we can offer a 99.99% uptime SLA)
	Included
	Service Extension - terms here

	Support Response Time
	1 hour for Critical tickets 
(30-min if “Elite Entitlements” are included)
Response time SLA depends on the Level of Criticality as marked by the customer (Levels = Critical, high, medium, low)
	Per Ticket

	100%


	Included
	Service Extension - terms here



