
EXHIBIT I
Supplier Performance Measures: Supplier SLA and Supplier TSS Agreement



SUPPLIER SERVICE LEVEL AGREEMENT

During the term of a Subscription under the Contract, the Application will have a Monthly Availability of at least 99.5% of the time in any calendar month (the “Service Level Objective” or “SLO”). If Supplier does not meet the SLO and Authorized User meets its obligations described in this Service Level Agreement (the “SLA”) and the Contract (including payment obligations), Authorized User will be eligible to receive SLA Credits. This SLA is the sole and exclusive remedy for any failure by Supplier to meet the SLO. Capitalized terms used but not defined in this SLA will have the meanings given to them in the Contract. 
1. DEFINITIONS. 
1.1. Downtime means the total number of minutes for which customers are unable to login to the Application during the applicable calendar month. Downtime that occurs for less than one minute will not be counted towards any Downtime.
1.2. Monthly Availability is calculated by subtracting from 100% the percentage of Downtime minutes during the applicable calendar month.
1.3. Scheduled Maintenance means downtime periods scheduled to perform service maintenance, upgrades, and testing of failover capabilities.
1.4. SLA Credit means the following: 
	Monthly Availability
	Percentage of monthly bill which does not meet SLO that will be credited to future monthly bills

	99%-99.4%
	5%

	98%-98.9%
	10%

	95%-97.9%
	25%

	<95%
	50%



2. SLA CREDIT. In order to receive SLA Credits, Authorized User must notify Supplier by emailing support@everlaw.com within 30 days from the time Authorized User receives a report from Supplier indicating that they are eligible for SLA Credits. Failure to comply with this requirement will forfeit Authorized User’s right to receive SLA Credits. If a dispute arises with respect to this SLA, Supplier will make a determination in good faith based on its system logs, monitoring reports, configuration records, and other available information.
3. VERIFICATION. Upon Authorized User’s specific written request, Supplier can provide a report to independently verify the amount of downtime the Authorized User experienced during a specific period.
4. MAXIMUM SLA CREDITS. The total maximum number of SLA Credits to be issued by Supplier to Authorized User for Downtime that occurs in a single billing month will not exceed 50% of the amount payable by Authorized User for the applicable month. SLA Credits will be made in the form of a monetary credit applied to future use of the Application and will be applied within 60 days after the SLA Credit was requested. SLA Credits earned under this SLA only apply to future invoices issued under the Contract and expire if the Contract ends.
5. SUPPLIER SLA EXCLUSIONS. The Supplier SLA does not apply to any performance issues: (A) caused by factors described in the "Force Majeure" section of the Contract; (B) that resulted from Authorized User’s software or hardware or third party software or hardware, or both (not within the primary control of Supplier); (C) that resulted from Authorized User’s acts or omissions, including violations of the Contract; (D) general internet outages affecting multiple third parties; (E) network or services availability issues related to denial of service attacks and other flooding techniques; or (F) Scheduled Maintenance.



SUPPLIER TSS AGREEMENT

During the term of the Subscription during the Contract, Supplier will provide TSS (defined below) to Authorized User. This Technical Support Services Agreement (“TSS Agreement”) forms part of the Contract between Authorized User and Supplier. Capitalized terms used but not defined in this TSS Agreement will have the meanings given to them in the Contract. 
1. DEFINITIONS. 
1. Request means a request from Authorized User or Application User to Support Personnel for technical support services to resolve a question or problem report regarding the Application.
2. Scheduled Maintenance means downtime periods scheduled to perform service maintenance, upgrades, and testing of failover capabilities.
3. Service Unusable means an issue that prevents more than one of the Application Users from access to, or use of, the Contracted Service. Authorized User must identify a Request as Service Unusable by designating it as a S1 support Request. 
4. Severity means the level of impact a Request is having on Authorized User’s operations.
5. Standard Request means a Request made by Authorized User or Application User to Supplier that is not a Service Unusable Request.
6. Support means the technical support services provided by Support Personnel.
7. Support Data means information Authorized User elects to provide to Supplier for the purpose of obtaining technical support services described in this TSS Agreement, including requests for technical support services and the details provided to Supplier about the specific support issue. Support Data is not considered Content, but it remains subject to confidentiality obligations. 
8. Support Personnel means the Supplier representatives responsible for handling requests submitted to Supplier by phone, by email to the appropriate Supplier support email address, and via in-Application message.
9. TSS means the then-current Supplier technical support services associated with the Application under the TSS Agreement.
2. SUPPORT REQUEST SUBMISSION. 
1. Authorized User Efforts to Fix Errors. Before making a Request to Supplier, Authorized User or Application User will use reasonable efforts to resolve issues, to fix any error, bug, malfunction, or network connectivity defect without escalation to Supplier. Afterward, Authorized User or Application User may submit a Request for technical support services by calling 844-EVERLAW (844-383-7529), using in-Application messaging, or emailing support@everlaw.com. 
2. Characterization of Requests. Authorized User or Application User will designate priority upon submission of Request. Upon receiving a Request from Authorized User or Application User, Supplier will determine whether the Request qualifies as Service Unusable or is a Standard Request. Supplier reserves the right to change Authorized User or Application User’s Severity designation if Supplier believes that Authorized User or Application User’s designation is incorrect and will inform Authorized User or Application User of any such change in its response to the Request. Authorized User or Application User may appeal any such classification to Supplier’s support management for review through any available support channel.
3. Procedures for Acknowledgement and Resolution of Requests. When making a Request, Authorized User or Application User may be requested to provide diagnostic information including but not limited to: (A) describing the question or problem, the configuration, and Authorized User or Application User's network; (B) providing relevant data; and (C) answering questions and assisting Support Personnel as appropriate.
4. Request Acknowledgement. Supplier may respond to a Request by acknowledging receipt of the Request. Supplier may be unable to provide answers to, or resolve all, Requests.
3. ACCESSING SUPPORT. Application Users of the Application may access Support. Authorized User is responsible for responding to any questions and complaints by Application Users or other third parties relating to Authorized User’s or its Application Users' use of the Application.
4. SUPPORT LEVELS. 
1. Generally. As part of Authorized User’s use of the Application, Supplier will provide technical support services to Authorized User. Authorized User may request additional limited project management services for an additional fee. 
2. Support Hours. Supplier will provide access to Support as outlined at https://www.everlaw.com/customer-success/. Target initial response times are described in the table below. 
	Case
Severity
	Definition
	Initial Response Time Goal
	Communication Frequency
	Escalation

	Severity 1
(S1)
	The problem causes a disruption to the Application so that a critical function is completely unavailable.

	30 minutes within support hours
	Updates every two hours or as important updates become available (during support hours)
	Will begin as soon as possible and Supplier will communicate action plan to Authorized User as soon as available. Action plan will include estimated delivery time of resolution and/or solution.

	Severity 2
(S2)
	The problem causes a disruption of the Application, but does not prevent critical functions. No workaround is available.
	60 minutes within support hours 
	Once per day or as important updates become available (during support hours)
	Will begin as soon as possible and Supplier will communicate action plan to Authorized User as soon as available. Action plan will include estimated delivery time of resolution and/or solution.

	Severity 3
(S3)
	The problem causes a disruption of the Application but does not disrupt critical functions. A workaround is available until the problem is corrected.
	2 hours within support hours 
	As important updates become available (during support hours)
	Will begin as soon as possible and Supplier will communicate action plan to Authorized User within 2 business days. Action Plan will include estimated delivery time of resolution and/or solution.

	Severity 4
(S4)
	This includes any other non-critical or non-serious problem with the Application.
	2 hours within support hours 
	N/A
	Will begin at Supplier’s discretion. Supplier will notify Authorized User of resolution and/or solution when planned.




0. GENERAL PROVISIONS. 
0. Scheduled Maintenance. To ensure optimal performance of the Application, Supplier performs periodic Scheduled Maintenance. In most cases, Scheduled Maintenance will be scheduled by region and will have limited or no negative impact on the availability and functionality of the Application. Supplier may perform emergency unscheduled maintenance at any time. If Supplier expects planned Scheduled Maintenance to negatively affect the availability or functionality of the Application, Supplier will use commercially reasonable efforts to provide notice of the Scheduled Maintenance. Any notification will be provided via alert on the Application or email. 
0. Emergency Maintenance. Supplier may have the need to request or notify Authorized User of emergency maintenance (including where a change is required to address a safety issue, security vulnerability, ensure stability, avoid Application interruption or restore service). Authorized User may opt in to receive downtime notifications via Authorized User’s Account on the Application which will alert Authorized User as soon as reasonably possible of any occurrence that would result in a requirement for emergency maintenance. Additionally, Supplier notifies its customers by posting a notice on its website. 
0. Language. All technical support services provided by Support Personnel under this TSS Agreement will be provided in English.
0. Term of Support. Except as otherwise provided for in the Contract, Supplier will only provide the support described in this TSS Agreement during the term of the Contract and will have no obligation to provide any technical support services to Authorized User after the expiration or termination of such Contract.
0. Support Data Processing Activities. Supplier collects, uses, and processes Support Data in accordance with Authorized User’s instructions for the purpose of providing the requested technical support services and improving and maintaining services.
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