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1. Purpose and Scope
This Service Level Agreement (“SLA”) describes the levels of service Quadjam Enterprises Inc., the operator of FocalVA (“FocalVA,” “we,” or “us”), commits to provide to customers (“Customer” or “you”) using the FocalVA platform (the “Service”), including uptime commitments, support response times, and remedies for failure to meet those commitments.
This SLA applies to the production FocalVA web application and its core modules (client management, project and task management, time tracking, contracts, invoicing, payroll, and client portal). It supplements, and is incorporated into, the FocalVA Terms of Service / Master Subscription Agreement. In the event of a conflict, this SLA governs solely with respect to uptime, support response times, and service credits.
This SLA is offered as a contractual guarantee for Enterprise (Business+) plan subscribers. For Basic and Premium plans, the uptime and response figures below are provided as service targets rather than penalty-backed guarantees, unless otherwise agreed in a signed order form.
2. Definitions
1. “Downtime” means any period during which the Service is unavailable to Customer for reasons other than an Exclusion (Section 6), as measured by FocalVA's monitoring systems.
1. “Monthly Uptime Percentage” means the total number of minutes in a calendar month, minus the number of minutes of Downtime in that month, divided by the total number of minutes in that month.
1. “Service Credit” means a percentage credit, calculated as described in Section 5, applied to a future invoice.
1. “Business Hours” means 8:30 AM – 5:30 PM Pacific Time, Monday through Friday, excluding US federal holidays, unless a plan specifies 24/7 coverage.
1. “Incident” means an unplanned event that causes Downtime or material degradation of the Service.
3. Uptime Commitment
FocalVA will use commercially reasonable efforts to make the Service available with the Monthly Uptime Percentage set out below, measured on a calendar-month basis.
	Plan
	Monthly Uptime Commitment
	Max Allowed Downtime / mo

	Basic (Solo)
	99.5% (target)
	~3h 39m

	Premium (Team)
	99.9% (target)
	~43m

	Enterprise (Agency +)
	99.0% (contractual guarantee)
	~43m



Measurement Methodology: Monthly Uptime Percentage is calculated from FocalVA's third-party uptime monitoring service, which performs automated health checks against the production application endpoint at 1-minute intervals. A check is considered failed if the endpoint does not return a successful (2xx) response within 10 seconds, or if core functionality (login, dashboard load) is unavailable. Uptime reports are available to Enterprise customers upon request and are reconciled monthly.
4. Support Response Times
FocalVA provides tiered support based on your subscription plan. Response time is measured from the moment a support ticket is submitted through the designated support channel (email, chat, or phone) to the moment a FocalVA support representative provides a substantive first response.
	Severity
	Basic
	Premium
	Enterprise

	Critical (service down)
	Next business day
	4 business hours
	1 hour, 24/7

	High (major feature impaired)
	2 business days
	8 business hours
	4 hours, 24/7

	Normal (minor issue)
	3 business days
	1 business day
	1 business day

	Low (question / request)
	5 business days
	2 business days
	2 business days


5. Service Credits (Enterprise Plan Only)
If FocalVA fails to meet the 99.0% Monthly Uptime Percentage commitment for the Enterprise plan in any calendar month, Customer is eligible to receive a Service Credit calculated as follows:
	Monthly Uptime Percentage
	Service Credit (% of monthly fees)

	85.0% – 89.99%
	10%

	75.0% – 84.99%
	25%

	Below 75.0%
	50%



Service Credits are calculated as a percentage of the fees paid by Customer for the affected Service in the calendar month in which the Downtime occurred. Service Credits: (a) are Customer's sole and exclusive remedy for any failure to meet the uptime commitment; (b) may not exceed 50% of the monthly fees for the affected month; (c) will be applied to a future invoice and are not redeemable for cash; and (d) are forfeited if not claimed within the claim window in Section 5.1.
5.1 Claim Process
1. Submit a Service Credit claim in writing to support@focalva.com within thirty (30) days of the end of the calendar month in which the alleged failure to meet the uptime commitment occurred.
1. Include: (a) the term “SLA Claim” in the subject line; (b) the dates and times of each Downtime incident being claimed; (c) the impact the Downtime had on Customer's use of the Service; and (d) Customer's account/workspace identifier.
1. FocalVA will review the claim against its monitoring records and respond within fifteen (15) business days with a determination and, if approved, the Service Credit amount.
1. Claims submitted after the 30-day window, or without the information above, will not be honored.
6. Exclusions
The uptime commitment in Section 3 and the Service Credits in Section 5 do not apply to unavailability, degradation, or other failures caused by or associated with:
1. Scheduled maintenance, provided FocalVA gives at least 48 hours' advance notice via email or in-app notification (“Scheduled Maintenance”); Scheduled Maintenance windows are excluded from Downtime calculations.
1. Emergency maintenance reasonably necessary to address a security vulnerability or imminent risk to the Service, with notice provided as soon as reasonably practicable.
1. Factors outside FocalVA's reasonable control, including but not limited to internet, hosting, or DNS availability issues outside FocalVA's direct infrastructure, denial-of-service attacks, or force majeure events.
1. Third-party services, integrations, or dependencies not operated by FocalVA, including but not limited to Google Calendar, Twilio, Slack, Google Workspace, payment processors, and QTvoice or other add-on integrations.
1. Customer's equipment, software, network connectivity, or internet access, or that of Customer's end users.
1. Customer's breach of the Terms of Service, misuse of the Service, or use of the Service in a manner inconsistent with FocalVA's documentation.
1. Suspension or termination of Customer's right to use the Service in accordance with the Terms of Service (e.g., for non-payment).
1. Beta, preview, trial, or free-tier use of the Service.
7. Enterprise Additional Commitments
1. Dedicated account manager for escalation management.
1. 24/7 support availability for Critical and High severity incidents.
1. Role-based access control (RBAC) and single sign-on (SSO) support.
1. Advance notice of Scheduled Maintenance via the account's designated technical contact, in addition to standard in-app notice.
8. Changes to This SLA
FocalVA may update this SLA from time to time. For existing Enterprise customers under an active order form referencing this SLA, material reductions to the uptime commitment or Service Credit remedies will not take effect until the customer's next renewal term, unless otherwise agreed in writing. FocalVA will provide at least 30 days' notice of material changes via email to the account's billing or technical contact.
9. Contact
Quadjam Enterprises Inc.
Notice Address: 200 Barr Harbor Drive, Suite 400 West, Conshohocken, PA 19428
Support: support@focalva.com  •  Phone: 1-862-FOCAL-VA
SLA Claims: support@focalva.com (subject line: “SLA Claim”)
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