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CG-Signals Service Level Agreements (SLAs)

CGSignals.com


Defining Performance Standards, Responsibilities, and Remedies
Introduction
This Service Level Agreement (SLA) outlines the terms, expectations, and responsibilities between CG-Signals ("Provider") and its customers ("Clients"). The purpose of this SLA is to ensure the delivery of high-quality services, establish clear performance metrics, and provide remedies in case of service disruptions.
1. Scope of Services
CG-Signals provides communication, data, and related technology solutions to its customers. This SLA covers all core services provided, including but not limited to:
· Technical support and troubleshooting
· Data analytics and reporting
· System integration and maintenance
2. Service Availability
CG-Signals commits to providing 99.5% uptime for its services, calculated on a monthly basis. Scheduled maintenance will be communicated at least 48 hours in advance and will be performed during off-peak hours whenever possible.
· Planned Downtime: Will not exceed 4 hours per month.
· Unplanned Downtime: Any incident will be addressed promptly according to the incident response procedures outlined below.
3. Incident Response and Resolution
CG-Signals maintains a tiered response system for incidents affecting service. Response times are as follows:
	Severity Level
	Initial Response Time
	Resolution Time Target
	Assessment

	Priority (Service Outage)
	Within 30 minutes
	Within 4 hours
	$250.00 per ticket

	Normal (Significant Impact)
	Within 4 hours
	Within 24 hours
	$100.00 per ticket

	Best Effort (Low impact)
	Within 8 hours
	Within 72 hours
	$10.00 per ticket





Discounted service levels are available:  
	Service Level
	Services Provided
	Monthly Assessment
	Annually

	Priority
	Not to Exceed 4/month
	$250.00
	$2,000.00

	Normal
	Not to Exceed 6/month
	$50.00
	$500.00

	Best Effort
	1 per business day
	$10.00
	$100.00



4. Customer Responsibilities
Customers are responsible for:
· Maintaining up-to-date contact information for incident notifications
· Promptly reporting any service issues through designated support channels (CG-Signals Ticket System or text notifications to the support telephone number).
· Ensuring that their systems are compatible with CG-Signals services
· Complying with all relevant usage policies and terms of service
· Insure all relevant regulatory rules are adhered to.
5. Performance Metrics
CG-Signals will monitor and report on the following performance metrics each month:
· Service uptime percentage
· Average response and resolution times for incidents
· Number of incidents by severity
· Customer satisfaction ratings (via surveys)
6. Remedies and Penalties
In the event that CG-Signals fails to meet the agreed service levels, customers may be eligible for service credits as outlined below:
· For uptime below 99.9% but above 99.5%: 5% service credit
· For uptime below 99.5%: 10% service credit
· For unresolved critical incidents beyond the resolution time: Additional credits or alternative remedies as negotiated
All claims for service credits must be submitted within 30 days of the incident.
7. Review and Amendment
This SLA will be reviewed annually and may be amended by mutual agreement to reflect changes in services, technology, or business requirements.
8. Exclusions
This SLA does not apply to service interruptions caused by:
· Force majeure events (natural disasters, war, etc.)
· Customer’s own equipment or network failures
· Acts or omissions of third parties not under CG-Signals’ control
· Scheduled maintenance with prior notification
9. Contact and Support
For support, customers may contact CG-Signals via:
· Email: support@cgsignals.com
· Phone: 1-800-555-1234
· Online portal: cgsignals.com

Support is available 24/7 for critical incidents and during business hours (8 AM – 6 PM UTC) for general inquiries.
10. Agreement Acceptance
By using CG-Signals services, customers acknowledge and agree to the terms of this SLA. For questions or negotiation of custom SLAs, please contact your account manager.
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