Service Level Agreement
Byte Delivery Pte. Ltd., registered in Singapore under the number 202317673C, with its registered office at 68 Circular Road #02-01, Singapore (049422) (hereinafter referred to as Byte Delivery), and the Customer of Byte Delivery (hereinafter referred to as Customer) hereby agree to the following Service Level Agreement regarding the use of the Cloud Solutions provided by Byte Delivery in accordance with the Byte Delivery Agreement and any Service Order executed between Byte Delivery and Customer.
The Service Level Agreement (SLA) is an addition, not a replacement, of the Terms and Conditions listed at https://bytedelivery.io/ (hereinafter: the Agreement).
CDN SERVICE LEVEL AGREEMENT
1.1. Definitions
The "Base Fee” is solely the fixed monthly fee that the Customer is obligated to pay for the Services, and it does not include any other fees that the Customer may incur, such as charges for additional services, additional bandwidth usage, or any other optional add-on services.
"Customer Content”, for purposes of this SLA, means objects delivered from a Delivery Server. 
"Delivery Server” means Byte Delivery operated servers for delivering Customer Content located on the CDN at Byte Delivery’s Points of Presence (each, a “POP”).
"Downtime” refers to the complete absence of transmission of Customer Content through CDN Services for a period exceeding fifteen minutes.
"Origin Server” means either Byte Delivery’s or Customer’s server, where Customer Content is stored for retrieval by Delivery Servers.
1.2. Guarantee of Uptime
Byte Delivery provides service availability at 99.95%. If something doesn't work, we will provide you with a credit, the amount of which depends on the waiting time. We count the time from the beginning to the end of the month and accrue credit proportionally to this period. The credit amount is a percentage of the service cost.

	Availability
	Service Credit:

	99.95% – 99.8%
	5%

	99.79% – 98.8%
	7%

	less than 98.8%
	10%



The following time periods do not count as Downtime:
• Non-compliance of Services with the Service Levels due to any Excluded Cause according to the Agreement;
• Time spent by Byte Delivery resolving reports by Customer which do not specify a Defect.
1.3. Service Credits
To get Service Credit for this SLA, you must write to ms@bytedelivery.io and tell us your company name, contact name, email address, phone number, the date when the downtime happened, and why you want the credit. We must get your request in 30 days after the downtime. The downtime must be confirmed by our tools. If we give you the credit, it will be added to your next bill after we get and check your request. Service Credits are exclusive of any Taxes charged to Customer or collected by Byte Delivery.
1.4. Miscellaneous
The service credits will not be used to reimburse or refund any payments to the customer. They cannot be transferred to other accounts, either those of the customer or third parties. A Service Credit will be applicable and issued only if the credit amount for the applicable monthly period is greater than thirty dollars (30.00 USD).
The total Service Credits you get for a month can't be more than the Base Fee you paid for that month. Service Credits are based on a 30-day month. To get Service Credits, you must follow Byte Delivery's instructions for using the Services and the Agreement. If you don't do that, you won't get Service Credits. You won't get them if you break the Agreement or Service Order. You have to pay for the Services you want Service Credits for. Byte Delivery can change how it measures things sometimes. This SLA sets forth Customer’s sole and exclusive remedy for a Downtime or other service outage.
