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SERVICE LEVEL AGREEMENT (SLA)


Effective Date: [●], 2026

This Service Level Agreement (“SLA”) defines the service commitments of PureColo Inc. (“PureColo”) to its customers (“Customer”) for colocation, power and connectivity services.

Purpose
The purpose of this SLA is to ensure consistent, reliable, and high-quality service delivery by defining measurable performance targets, response times, and remedies available to the Customer.

Scope
This SLA applies to all colocation, cross-connect, IP transit, and power services provided within the PureColo’s Facility specified in the applicable Service Order.

Service Availability
PureColo guarantees a minimum of 99.95% power availability and 99.95% network availability per calendar month, excluding scheduled maintenance and events defined under Force Majeure.

Power Availability: 99.95% uptime, measured at the power distribution unit (PDU) output feeding Customer’s circuit(s), provided the Customer has elected to utilize our redundant power feed option and has properly configured their equipment and loads per best practices.
Network Availability: 99.95% uptime, measured at PureColo’s border routers, provided the Customer has elected to use redundant network handoffs and has properly configured them.
Temperature & Humidity: Maintained within ASHRAE recommended ranges.

Scheduled Maintenance
PureColo may perform scheduled maintenance with at least five (5) days’ prior notice to Customer. Emergency maintenance may occur without notice when necessary to protect the Facility or other customers.

Incident Response
PureColo monitors the Facility 24x7x365. All incidents are categorized and addressed according to severity:

Critical (Service-impacting): Response within 15 minutes, continuous updates until resolution.
High (Degraded performance): Response within 1 hour, updates every 60 minutes.
Normal (Non-service-impacting): Response within 4 hours.

Service Credits
If PureColo fails to meet the availability targets in Section 3, Customer may be eligible for a service credit, calculated as a percentage of the Monthly Recurring Charge (MRC) for the affected service:

Network downtime exceeding SLA target: [5% credit per 30 minutes of outage, up to 50% of the monthly fee].
Power outage exceeding SLA target: [10% credit per hour of outage, up to 100% of the monthly fee for the affected circuit(s)].

To receive a credit, Customer must submit a written claim to [support@purecolo.com] within ten (10) business days of the event.

Exclusions
This SLA does not apply to service interruptions caused by:

Force Majeure events;
Acts or omissions of Customer or third parties under Customer’s control;
Customer Equipment failure;
Maintenance windows (scheduled or emergency); or
Suspension or termination of Services for non-payment or AUP violations.

Reporting and Measurement
[Service performance is measured monthly using PureColo’s monitoring systems. Reports are available upon Customer request.]

Remedies
[Service credits are the Customer’s sole and exclusive remedy for any failure to meet the  service commitments defined in this SLA.]

Updates
PureColo may amend this SLA from time to time to reflect improvements in service delivery or operational practices. The current version is always available at [https://purecolo.com/legal/].
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