
VA-241030-TCTL Exhibit I - Service Level Agreement

	Performance Standard
	Measurement
	Measurement period
	% Level
	Remedy

	System Availability
	· % Availability = [(Agreed Service Time – Downtime) / Agreed Service Time] x 100
· Agreed Service Time = (time) – (scheduled maintenance time)

Downtime = time (excluding scheduled maintenance) system is unavailable to customer.
	Monthly
	>99%
	10% of total prior month cost or credit due at end of existing month/period.

	Call Support Center Availability
	>99% 10am – 6pm EST M-F (excluding U.S. Federal holidays) Critical support available 24/7. Designated support number may be reached at (866) 707-6278.

# of times in a month call center not available within agreed upon Call Support Center Availability
	Monthly
	>99%
	1% of total prior month cost or credit due at end of existing month/period.

	Call Center Speed to Answer
	Response time within 15 minutes (Priority 1 – Critical) , 2 hours (Priority 2), 8 hours (Priority 3), 16 hours (Priority 4).# of times in a month call center not available within agreed upon Call Support Center Availability
	Monthly
	100%
	1% of total prior month cost or credit due at end of existing month/period.

	Call Center Resolution Time
	Priority 1 - Resolution target of 6 hours.
Priority 2 - Resolution target of 24 hours.
Priority 3 - Resolution target of 3 calendar days.
Priority 4 - Resolution target of 16 business hours.# of tickets unresolved within 10 minutes in a given month.
	Monthly
	100%
	1% of total prior month cost or credit due at end of existing month/period.

	Call Center Email / Voicemail Response Time
	All Emails and Voicemails within 2-4 Business Hours

Live system health updates and service availability performance is available at https://status.smartling.com/.  Also refer to the following resources:

Privacy Policy - (https://www.smartling.com/privacy/)
Statement on Personal Data - https://www.smartling.com/personal-data/)
Security Policies - (https://www.smartling.com/security/)
	Monthly
	100%
	1% of total prior month cost or credit due at end of existing month/period.

	IFA Reporting
	On time >/= 99%
	Monthly
	99%
	$500 Credit per late instance due at end of existing month/period

	Reporting Accuracy Rate
	 On time >/= 99%
	Quarterly
	99%
	1% of total prior month cost or credit due at end of existing month/period

	Resolve P1 items
	6 hrs. from receipt of call
	Monthly
	95%
	1% of total prior month cost or credit due at end of existing month/period

	Resolve P2 items
	24hrs. from receipt of call 

	Monthly 
	95%
	1% of total prior month cost or credit due at end of existing month/period

	Resolve P3 items
	3 calendar days from receipt of call 

	Monthly 
	95%
	 1% of total prior month cost or credit due at end of existing month/period

	Resolve P4 items





	16 business hrs. from receipt of call
	Monthly
	95%
	1% of total prior month cost or credit due at end of existing month/period

	Turnaround on Translation Projects
	Within 3 business days
Project = <10 pages of translated material
	Monthly
	95%
	 1% of total prior month cost or credit due at end of existing month/period

	Quality of Translated Material
	Human translated content complies with relevant ISO Quality Standard. Machine-translated content does not fall under the same standard and is subject to different quality measures.  
	Monthly
	99%
	 1% of total prior month cost or credit due at end of existing month/period
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