SLA: Standard Form
1. Scope of Service
This SLA covers the Managed Cloud Storage and API Gateway services provided to Client.
2. Availability (Uptime)
TTL/MTA requires higher availability than standard users due to the nature of financial transactions.
· Availability Target: 99.99% (commonly known as "Four Nines").
· Excluded Downtime: Pre-approved maintenance occurring between 2:00 AM and 4:00 AM EST on Sundays.
3. Support Response & Resolution
	Severity Level
	Definition
	Response Time
	Resolution Goal

	Critical (P1)
	System completely down; data loss risk.
	15 Minutes
	4 Hours

	High (P2)
	Major feature failure; no workaround.
	1 Hour
	12 Hours

	Medium (P3)
	Minor bug; system still usable.
	4 Hours
	3 Business Days


4. Financial Penalties (Service Credits)
If Acuitas 3D fails to meet the 99.99% uptime target, the following credits will be applied to the next monthly invoice:
· 99.90% – 99.98% uptime: 10% credit of the monthly fee.
· 99.50% – 99.89% uptime: 25% credit of the monthly fee.
· Below 99.50% uptime: 50% credit of the monthly fee.
5. Customer-Specific Requirements
Unlike a standard SLA, this agreement includes clauses specific to client industry:
· Data Residency: All data must be hosted on servers located physically within the client specified environment.
· Audit Rights: TTL/MTA has the right to perform a security audit of the provider’s data centers once per year.
· Data Recovery: In the event of a total system failure, the Recovery Point Objective (RPO) is 15 minutes (meaning no more than 15 minutes of data can be lost).

Summary of Differences
Compared to a standard agreement, this Customer-Based SLA is:
1. Stricter: The uptime requirement is 99.99% instead of the standard 99.9%.
2. Faster: The 15-minute response time is a "Premier" level of support.
3. Localized: It includes specific legal requirements of client that a small business customer wouldn't need.

