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DEWBERRY GENERAL SERVICE LEVEL AGREEMENT

 
Limited Warranty and Disclaimer of Warranties: Dewberry warrants for a period of thirty (30) days from the 
date of completion of performance of the services that the services will conform to the professional and 
technical standards in the software industry. During the limited warranty period, client may require Dewberry to 
re-perform the services, at no additional cost to the client, if the services do not substantially conform to the 
professional and technical standards of the software industry. Services output is provided "as is" without 
warranty of any kind. 
 
Disclaimer of Warranties:  

 With the exception of the limited warranty set forth in this article, Dewberry disclaims and this 
agreement expressly excludes all other warranties, express or implied, oral or written, including, 
without limitation, any and all warranties of merchantability or fitness for a particular purpose or 
warranty as to correctness, quality, accurateness, or reliability of the database or its contents. 

 In addition to and without limiting the preceding paragraphs, Dewberry does not warrant in any 
way map data. Map data may not be free of nonconformities, defects, errors, or omissions; be 
available without interruption; be corrected if errors are discovered; or meet client’s needs or 
expectations. Client should not rely on any map data unless client has verified the map data against 
actual data from documents of record, field measurement, or observation. 

Service Description: The following detailed service parameters are the responsibility of the IT Service Provider in 
the ongoing support of this Agreement.  

Definitions 

 “EC2 Monthly Uptime Percentage” is calculated by subtracting from 100% the percentage of 
minutes during the month in which Amazon EC2 or Amazon EBS, as applicable, was in the state of 
“Region Unavailable.” Region Unavailable means that for one Availability Zone in which you are 
running an instance, when all of your running instances have no external connectivity or when all of 
your attached volumes perform zero read write IO, with pending IO in the queue. 

 “RDS Monthly Uptime Percentage” for a given Multi-AZ instance is calculated by subtracting from 
100% the percentage of 1 minute periods during the monthly billing cycle in which the Multi-AZ 
instance was "Unavailable". If you have been running that Multi-AZ instance for only part of the 
month, your Multi-AZ instance is assumed to be 100% available for the portion of the month that it 
was not running. “Unavailable" means that all connection requests to the running Multi-AZ 
instance fail during a 1 minute period. 

 “S3 Monthly Uptime Percentage” is calculated by subtracting from 100% the average of the Error 
Rates from each five minute period in the monthly billing cycle. “Error Rate” means: (i) the total 
number of internal server errors returned by Amazon S3 as error status “InternalError” or 
“ServiceUnavailable” divided by (ii) the total number of requests during that five minute period. 
We will calculate the Error Rate for each Amazon S3 account as a percentage for each five minute 
period in the monthly billing cycle.  

 “CloudFront Monthly Uptime Percentage” is calculated by subtracting from 100% the average of 
the Error Rates from each five minute period in the monthly billing cycle. “Error Rate” means: (i) 
the total number of internal server errors returned by Amazon CloudFront divided by (ii) the total 
number of requests during that five minute period. We will calculate the Error Rate for each 
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Amazon CloudFront account as a percentage for each five minute period in the monthly billing 
cycle.  

 

 A “Service Credit” is a dollar credit, calculated as set forth below, that we may credit back to an 
eligible account. 

 
Service Scope: The following Services are covered by this Agreement: 

 Cloud Hosting Services 

 Cloud Provisioning Services 

 Consulting and Design Services 

 Managed Services 

 Customer Support 

 
Customer Requirements: Customer responsibilities and/or requirements in support of this Agreement include:  

 Payment for all support costs at the 
agreed interval;  

 Customer will log all incidents with the 
Customer Service Portal; and 

 Reasonable availability of customer 
representative(s) when resolving a service 
related incident or request. 

 

Service Provider Requirements: Service Provider responsibilities and/or requirements in support of this 
Agreement include:  

 Meeting response times associated 
with service related incidents; 

 Appropriate notification to Customer 
for all scheduled maintenance; and 

 Monthly reporting to Customer on service 
level performance. 

 
Service Assumptions 
Assumptions related to in-scope services and/or components include changes to services will be communicated 
and documented to all stakeholders. 
 
Service Management: Effective support of in-scope services is a result of maintaining consistent service levels. 
The following sections provide relevant details on service availability, monitoring of in-scope services and 
related components. 
 
Service Availability: Coverage parameters specific to the service(s) covered in this Agreement are as follows: 

 

 Telephone support: 24/7 Customer Support 
Call in Access Number: 703.269.1125 

 Email support: monitored 24/7 

 AWS EC2:  EC2 has a Monthly Uptime 
Percentage of 99.95% 

 AWS S3: is designed to provide 99.999999999% 
of data durability and an S3 Monthly Uptime 
Percentage of 99.99% of data availability 

 

 

 AWS RDS:  Multi-AZ instance monthly uptime 
percentage of at least 99.95%  

 AWS Cloudfront:  Amazon CloudFront available 
with a Monthly Uptime Percentage (defined 
below) of at least 99.9% over a given year 
period 

 Amazon Route 53:  100% Available where 
“100% Available” means that Amazon Route 53 
did not fail to respond to your DNS queries 
during a given year period 
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Service Requests: In support of services outlined in this Agreement, all incidents will be logged through 
the Customer Service Portal. The Service Provider will respond to service related incidents and/or 
requests submitted by the Customer within the time frames shown in Table 1.a.  
  

Table 1.a. – Service Incidents Response Times 

Priority Definitions 
Incident 

Response 
Incident 

Resolution 
High – the incident significantly impairs the 
entities ability to perform its mission.  
 
Medium – the incident impairs the entities 
ability to perform their mission but an 
alternative can be used temporarily.   
 
Low – the incident causes an inconvenience to 
the entity but no service disruption exists.   

1 High 0 -1 hours 1 business day 

2 Medium 2-8 hours 
2 business 

days 

3 Low 9-24 hours 
2 business 

days 

 
Service Commitment does not apply to any unavailability, suspension or termination or modifications 
and/or changes to applications, web services, configuration and data caused by (i) factors outside of our 
reasonable control, including any force majeure event or Internet access or related problems beyond 
the demarcation point of the service; (ii) that result from any actions or inactions of you or any third 
party (to include: EC2 - failure to acknowledge a recovery volume, RDS - rebooting a database instance, 
scaling compute capacity, not scaling storage when the storage is full, misconfiguring security groups, 
VPC configurations or credential settings, etc.); (iii) that result from your equipment, software or other 
technology and/or third party equipment, software or other technology; (iv) that result from you 
exceeding usage limits stated in the AWS service documentation; (v) EC2 - that result from failures of 
individual instances or volumes not attributable to Region Unavailability; (vi) RDS - that result from 
instances belonging to the Micro DB instance class or other instance classes which have similar CPU and 
memory resource limitations; (vii) RDS- that result from you not following the basic operational 
guidelines  described in the Amazon RDS User Guide (e.g., overloading a database instance to the point 
it is inoperable, creating excessively large number of tables that significantly increase the recovery time 
etc.); (viii) RDS - caused by underlying database engine software that lead to repeated database crashes 
or an inoperable database instance; (ix) RDS - that result in long recovery time due to insufficient IO 
capacity for your database workload; (x) Route 53 - that result during a period that you were not using 
all four virtual name servers (for example, ns123.awsdns.com, ns123.awsdns.net, ns123.awsdns.co.uk 
and ns123.awsdns.org) assigned to your “hosted zone”; or (xi) that result from use of an origin server 
other than Amazon S3 (collectively, the “Amazon CloudFront SLA Exclusions”) 
 
Service Level Penalties 
The SLA penalties for uptime are as follows:  

 If the Monthly Uptime Percentage for a customer using AWS EC2 drops below 99.95% that 
customer is eligible to receive a Service Credit equal to 10% of their bill for those services 
affected. 

 If the Monthly Uptime Percentage for a customer using Multi-AZ RDS drops below 99.95%, 
that customer is eligible to receive a Service Credit equal to 10% of their bill for those 
services affected. 

 If the Monthly Uptime Percentage for a customer using AWS Cloudfront drops below 99.9%, 
that customer is eligible to receive a Service Credit equal to 10% of their bill for those 
services affected. 

http://docs.aws.amazon.com/AmazonRDS/latest/UserGuide/CHAP_BestPractices.html
http://docs.aws.amazon.com/AmazonRDS/latest/UserGuide/CHAP_BestPractices.html
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If the Customer uses AWS S3 for backups and disaster recovery prevention / storage, AWS S3 uptime is 
designed to provide 99.999999999% of data durability and 99.99% Monthly Uptime Percentage. The SLA 
penalties for S3 uptime are as follows:  

 S3 Monthly Uptime percentage equal to or greater than 99% but less than 99.9% the 
customer is eligible to receive a Service Credit of 10%, while less than 99% incurs a Service 
Credit of 25%.  

 
If the Customer uses AWS Route 53 internet routing and Route 53 fails to respond to your DNS queries, 
they may be eligible to receive a service credit equal to their average daily Route 53 query charges for 
the monthly billing cycle preceding the monthly billing cycle in which the period that Amazon Route 53 
was not 100% Available occurred. The SLA penalties for Route 53 are as follows: 
 

 Route 53 not available for 5-30 minutes: 1 day of service credit; Route 53 not available for 
31 minutes to 4 hours: 7 days service credit; Route 53 not available for more than 4 hours: 
30 days service credit 

 
Should the Service provider fail to meet the incident response time or incident resolution time, the 
incident will be escalated one priority level and the Program Manager will assume responsibility for 
incident management and resolution. Should the Service Provider again fail to meet the incident 
response or resolution times for an escalated service request, the Contract Administrator will assume 
responsibility and authority for satisfactory resolution with the Customer. The penalties for failing to 
meet incident response time will be determined at contract negotiations. Additional penalties for 
failures that escalate to the Contract Administrator can be negotiated on an incident-specific basis. 
 
Service Credit Request Procedure 
To receive a Service Credit, you must submit a claim by opening a case in the Dewberry Client Services 
Portal. To be eligible, the credit request must be received by us by the end of the second billing cycle 
after which the incident occurred and must include: 

i. the words “SLA Credit Request” in the subject line; 

ii. the dates and times of each incident of non-zero Error Rates that you are claiming; and 

iii. your request logs that document the errors and corroborate your claimed outage (any confidential 
or sensitive information in these logs should be removed or replaced with asterisks). 


