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Introduction and Overview 
SpryPoint’s applications are delivered as a service in the cloud. Integrating software 
development and support is the optimal way to serve customers. SpryPoint’s Customer Success 
Team works with the product engineers that build, implement, test, and maintain our 
applications.  

This Service Agreement defines the general technology as well as the scope of the Ongoing 
Production Support Services for SpryPoint’s software-as-a-service. At a high level, this includes: 

● Application support and maintenance 
● Management of updates and enhancements 
● Technology infrastructure management 
● Backup and recovery 
● High availability, disaster recovery, and business continuity 
● Database management 
● Network configuration and monitoring 
● Security 
● Operations and service delivery management 
● Help desk/support 
● Reporting/Performance measurement tools 

These Services may be supplemented by change requests agreed upon by the parties in writing.  

This Agreement describes the responsibilities of all parties, the scope, and approach to the 
delivery of the services specified herein (“the Services”). 

The transition to the Customer Success team will occur when: 

● All severity 1 and 2 issues have been resolved   
● All severity 3 issues have a defined plan for resolution 
● The Post Go Live Support as defined in the Statement of Work is complete 
● A finalized punch-list of any outstanding items has been created and responsibilities 

assigned.  

The transition involves: 

 Formal knowledge transfer between SpryPoint’s Service Delivery and Customer Success 
Teams 

 An introductory meeting with the client, SpryPoint’s Project Manager and SpryPoint’s 
Customer Success Team.  

This Agreement is specific to SpryPoint’s software-as-a-service applications operating in a 
production environment as described in the current Pricing Schedule incorporated as part of this 
Agreement. Any non-production or test environments are expressly excluded from this or any 
other Service Agreement.  
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Definitions 
These terms shall have the following meanings whenever used in this Agreement.  

“Assist” means the party which may provide input into a task and/or be consulted before a 
decision or action is performed. 

“Business Hours” – means 8:00 a.m. – 4:00 p.m. Eastern Time, Monday – Friday (excluding 
holidays) 

“Demarcation Point” means the outer most point of connectivity to the Service(s) public or 
private endpoints such as the data centers, infrastructure, and applications provided by 
SpryPoint.  

“Environment” – provides resources and services over the Internet and access through a web 
browser or client software.  

 Production Environment – is where the latest version of the SpryPoint application is 
deployed and available to the intended users. 

 Staging Environment – an environment, used for testing, that mirrors the production 
environment as closely as possible.  

“Impact” – means the influence of an event on the organization or organization’s customers.  

“Issue” – is a disruption to everyday operations that may or may not have significant 
consequences.  

“Lead” means the party with final decision-making authority, accountability, and responsibility 
for task completion; this party needs to make sure the work gets done. 

“Outage” means the total minutes the service is unavailable outside the scheduled 
maintenance window. 

“Response Time” – means the number of Support Hours in which a member of the SpryPoint 
team will respond to a new issue.  

“Resolution Target” – means the number of Business Hours in which an issue should be 
resolved following the identification of its root cause.  

“Update Frequency” – means the number of Support Hours in which the SpryPoint team will 
provide an update to an unresolved issue.  

“Scheduled Maintenance” means the total minutes of planned maintenance activities per 
month. Currently, scheduled maintenance is 4 hours for weekly maintenance and 4 hours for 
monthly maintenance. Maintenance windows are defined further in System Maintenance and 
are subject to change on 30 days’ notice from SpryPoint. 

“Severity” – is used to understand the impact of an issue quickly and set priorities for 
resolution target and is measured by how severely the issue is affecting functionality.  

“Support Hours” – mean 8:00 a.m. – 8:00 p.m. Eastern Time, Monday – Friday (excluding 
holidays) 

“Support Request” – means a request to support the resolution of an Issue when further 
assistance is needed from technical experts.  

“Tiers” – represents the complexity of the issue reported.  
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“Total” means the total minutes the service is available less those exceptions listed under 
Service Availability. 

“Monthly Uptime” means the total minutes the Service is available in a calendar month. 

 

 

Scope of Service/Responsibilities 

1.1 Ongoing Support and Subscription Services 

Application Support 

The table below describes the application support functions provided in the service and the 
responsibility assignment of each item. 

Item Responsibility 

 SpryPoint Client 

 Provide Tier 1 help desk and application support such as, user password management  Assist Lead 

Attempt to resolve Tier 1 issues using existing knowledge base Assist Lead 

Maintain and update SpryPoint’s knowledge base and other documentation  Lead N/A 

Make determination to escalate and submit Tier 1 issues to Tier 2  Assist Lead 

Service Request Management 

Provide technical and functional troubleshooting for Tier 2 issues Lead Assist 

Work with Client to determine if an issue is for new system functionality (change) or 
requires assistance (bug) 

Lead Assist 

Provide a web-based system for issue tracking  Lead N/A 

Work with Client to assign proper severity of issue based on definitions Lead Assist 

Provide issue tracking and reporting Lead N/A 

Work with client to resolve Tier 2 and Tier 3 issues Lead Assist 

Monitor, measure, and report on the status of Tier 2 and Tier 3 issues Lead Assist 

Resolve Tier 2 and Tier 3 issues  Lead Assist 

Provide analysis of recurring issues and establish a resolution or work around for such 
issues.  

Lead Assist 

Work with Client in reporting and resolving unplanned outages of any component or 
environment.  

Lead Assist 

Provide root cause feedback for all Severity Level 1 issues Lead Assist 

Escalate issues as needed Lead Assist 

Promptly report outages and service interruptions Lead Assist 

Application Support 

Provide application support to the functional process owners Lead Assist 

Address functional issues and questions involving “how to” raised by end-users Assist Lead 

Work with departments to leverage software to streamline business processes Assist Lead 

Assist with system functionality and process flow questions for software and reports Assist Lead 
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Provide functional support for first time processing of critical client business processes Lead Assist 

Focused functional process support (i.e., end of year processing) Assist Lead 

Maintain application releases of the current software in the production environment Lead N/A 

Assist in reporting product issues to software vendor support and obtaining resolution Assist Lead 

Provide availability management and support Lead N/A 

Provide maintenance and support for all integrations Lead Assist 

Provide maintenance and support for all reports Lead Assist 

Provide maintenance and support for all scheduled jobs Lead Assist 

Provide functional testing support Assist Lead 

Deploy required application software Lead N/A 

Provide post-deployment verification testing of required software Lead Assist 

Security Administration 

Provide application security maintenance and administration Lead N/A 

Conduct user access management and review Assist Lead 

Maintain and support firewall subsystem software components where applicable (e.g., 
patches and software upgrades) on Client hardware and software. 

N/A Lead 

Monitor virus/security alerts and vulnerabilities from manufacturers and determine 
appropriate action per procedure. 

Lead Assist 

Operational Support 

The table below describes the operational support functions provided in the service and the 
responsibility assignment of each item. 

Item Responsibility 

 SpryPoint Client 

Hosting Services 

Provide hosting services  Lead N/A 

Provide for a replicated system architecture Lead N/A 

Provide disaster recovery services including system and data restoration Lead N/A 

Conduct periodic testing of the disaster recovery solution Lead N/A 

High availability and continuity of the service including load balancing to redirect traffic, 
multi-zone databases, auto-scaling instances based on application and processing load 

Lead N/A 

Provide for secure transmission of data being stored and/or archived Lead N/A 

Provide toll-free support line.  Lead N/A 

Provide hosting services  Lead N/A 

Database Management 

Perform database administration Lead N/A 

Perform database monitoring Lead N/A 
Perform database tuning Lead N/A 

Perform database security Lead N/A 

Perform database procedures Lead N/A 

Perform scheduled maintenance procedures Lead N/A 

Perform database patching and updates/service packs Lead N/A 

Communicate patch and update impact analysis Lead N/A 

Perform database capacity planning Lead N/A 
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Perform database refresh/clones Lead N/A 

Perform database backup and recovery Lead N/A 

Perform any data purging or archiving as required.  Lead N/A 

Release Management 

Assess impacts of new releases to the environment Lead Assist 

Perform Client-requested periodic refreshes of the non-production environments from 
the production environment up to twice per calendar month 

Lead Assist 

Perform application upgrades Lead Assist 

Perform maintenance pack installations Lead Assist 

Perform emergency release updates as needed.  Lead Assist 

Access Management 

Manage administrative user access to the environments Assist Lead 

Manage user access at the operating level Assist Lead 

Manage application users and their access to the various environments Assist Lead 

Performance Management 

Monitor system performance Lead N/A 

Monitor application performance Lead N/A 

Monitor scheduled job performance Lead Assist 

Analyze performance related issues to identify factors impacting performance Lead Assist 

Technology Infrastructure Services 

The table below describes the technology infrastructure functions provided in the service and 
the responsibility assignment of each item. 

Item Responsibility 

 SpryPoint Client 

 
Review and resolve technical issues with the system Lead Assist 

Assist with system debugging and issue resolution Lead Assist 

Resolve system technical issues with scheduled jobs and reports Lead Assist 

Answer technical questions for day-to-day maintenance Lead Assist 

Perform system administration Lead Assist 

Provide system monitoring and tuning Lead Assist 

Provide system capacity planning Lead Assist 

Provide storage capacity planning Lead Assist 

Provide workload management and support Lead Assist 

Perform infrastructure maintenance and support Lead Assist 

Manage the testing of all application and system changes prior to applying to production Lead Assist 

Perform updates/service packs on application infrastructure Lead N/A 

Perform system patching and updates/service packs (desktop) N/A Lead 

Provide change bundling analysis to reduce the frequency and length of time required to 
apply changes 

Lead N/A 

Provide a back-out plan for changes to the various environments Lead N/A 

Apply code patches for application software Lead N/A 
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Implement minor technology updates Lead N/A 

Provide system maintenance scheduling and coordination Lead N/A 

Report system outages and service interruptions Lead Assist 

Provide infrastructure monitoring and alerting Lead N/A 

Provide set-up, maintenance, and support for the following environments:   

Production Lead N/A 

Staging Lead N/A 

Sandbox (where applicable) Lead N/A 

1.2 Billable Services 

There will be instances where a client request is beyond the scope of the original contract. Any 
out-of-scope item is considered an enhancement or a change to the service and should be 
directed to our Customer Success team through regular support request options. Enhancement 
requests would include new functionality and features.  Change requests would include changes 
to the services or responsibilities of the service. 

Examples of billable services that require a quote: 

● Requests for new reports 
● Requests for changes to current reports* 
● New configuration/setup 
● Rate changes 
● Changes to bill print/template 
● Changes to forms or letters 

* Note: Correcting errors on current reports or configuration errors shall not be considered out-
of-scope support services. 

1.3 Quote Process 

The client may request additional services or modifications to the application at any time. All 
Changes will be documented and approved, regardless of whether there is an associated cost 
for the change.  

Requests for changes should be made to SpryPoint’s Customer Success Team. They will review 
the request and create a quote to include the following: 

● A description of the problem that needs to be solved or the issue to be addressed.  
● A description of the solution to the problem or issue to be addressed, including the 

use/business case and/or reason for the Change and suggested solution. 
● An estimated delivery time 
● If applicable, any fees/cost and expenses associated with the Change. 

The Change process is defined below. The Change must be approved by both SpryPoint and the 
Client before any work related to a Change is completed.   

● Identify the requested Change 

● Identify and document the solution and scope of work associated with the Change 

requested 

● Estimate required effort, and any associated costs  
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● Submit for review and approval by the Client and SpryPoint Management Team 
● If not approved, no changes are completed, and the Change request is canceled 
● If approved, SpryPoint will work with the Client to schedule. 
● Monitor and report progress on the Change 
● Communicate the Change resolution  

1.4 Rate Card 

Any billable services to the Service beyond go-live will be performed at the then prevailing rate 
as published by SpryPoint on an annual basis. Any enhancements will be implemented pursuant 
to the change control process as outlined in the Statement of Work. 

Performance Measurement 

1.5 Support Level Definitions and Responsible Parties 

Client agrees to follow escalation procedures and is responsible for Tier 1 support functions 
before new application or functionality related to SpryPoint services is enabled in production.  

 Client Responsibilities 

Tier Definition Description/Examples 

1 Support performed by Client, who shall 

be responsible for addressing common 
user questions and issues 

● Provide application navigation tips 

● Perform password resets or analyze login 
issues 

● Answer questions regarding basic 
operation of the application 

● Gather information to escalate to Tier 2 
support 

 SpryPoint Responsibilities 

Tier Definition Description/Examples 

1 Support performed by Client, who shall 
be responsible for addressing common 

user questions and issues 

Maintain documentation to enable Client to 
resolve most Tier 1 support issues without 

requiring escalation to specialized application 

support.  

2 In-depth technical support performed by 

SpryPoint to address issues outside the 
scope of Tier 1 issues. 

 

SpryPoint’s experienced team are 

available to: 

● Assess issues 
● Provide solutions 

Provide Tier 2 support for all SpryPoint 

applications which includes: 

● Advanced technical and system 

administration responsibilities which 
may require application log, database 

access, or other code-related 

troubleshooting 
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● Resolve issues 

● Create new features 

● Clearly defined points-of-contact, 

available to receive and appropriately 
respond to issues from Tier 1 support 

● Advice and assistance for the 
applications and non-programming 

activities in direct support of users 

● Advise Client personnel of estimated 
time to resolve an issue after root 

cause diagnosis 
● Provide status updates during issue 

resolution 

● Escalate Tier 2 support issues to Tier 
3 support at our sole discretion 

3 A level of product and service support 
provided by SpryPoint resources (such 

as product managers or product team) 

Provide Tier 3 support for all SpryPoint 
applications which includes: 

● Data fixes 

● Code-related troubleshooting 
● Bug fixes 

1.6 Issue Reporting 

The Client shall designate one or more power users to request and receive support services 
from SpryPoint. These users must be trained on the SpryPoint applications for which they 
initiate support requests.  

To report an issue, submit a support request by: 

● Support widget (must be enabled in-app) 
● SpryPoint Helpdesk Portal - support.sprypoint.com 
● E-mail – support@sprypoint.com  
● Phone - 855.TRY.SPRY 

Issue reporting shall be available twenty-four (24) hours a day, seven (7) days a week, and 365 
days a year. 

Before reporting an issue, Client’s personnel must collect as much of the following information 
as possible: 

Criteria Description/Examples 

Date and Time When did the issue start? 
Product/Function SpryCIS – Meter Reading 
General Description Describe the issue you are experiencing as well as the expected results 
Replication  How to replicate the issue 
Severity  Per the severity levels defined in this document 
Operating System iOS, Android, Windows, MacOS 
Device iPad, Chromebook, Microsoft Surface, MacBook 
Browser Chrome, Safari, Edge, Firefox 
Screenshots Screenshots of the error will help with troubleshooting 

Support requests are submitted to report issues. Once submitted, Client will receive an 
automated response indicating the request has been received as well as a ticket number. 

http://support.sprypoint.com/
mailto:support@sprypoint.com
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SpryPoint’s Customer Success Team will address tickets according to the Severity Level. The 
SpryPoint team will determine the cause of the issue and begin the process for correction 
and/or remediation.  Some possible causes of an issue to be reported are: 

Bug – an error, flaw, or fault in the application that causes an incorrect or unexpected 
result or behaviour.   

Configuration Request – a change or update to the behaviour of an application 
through a setting in the user interface.  

New Feature Request – an update to the application to provide new functionality or a 
new feature. 

Training Issue/Question – Client does not understand how or why something is 
behaving the way it is or needs to understand options to change the base behaviour. 

Performance/Service Issue– generally a high priority, high severity item that 
includes outages, downtime, and other issues affecting the usability of SpryPoint 
applications. 

Additional detail on the ticket submission process may be found in Appendix A. 

1.7 Issue Prioritization, Definitions, Responsible Parties, and Targets 

Severity 
Level 

Example  Response 
Target  

Resolutio
n Target  

Update 
Frequenc
y 

 

1 – Urgent Client’s business is not operational due to 
significant performance issues or outage, 

creating a substantial impact financially or by 
the number of customers affected.  

Critical business function(s) cannot be 
performed and/or a key component is 

unavailable or is non-functional. There is no 

immediate work around. 

Urgent issues have top priority until resolved 

Examples of Severity 1 issues includes but are 
not limited to:   

● System is unavailable (outage), 

● Unable to perform a key function such 
as calculation of bills or billing process, 

● A key function is malfunctioning, 
creating a severe financial/customer 

impact   

● Any Issue that directly relates to one 
of the functional requirements listed in 

the Scope of Work. 

 

1 hour 4 hours 1 hour 
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● Any event that impacts more than 

20% of the customer base. 
● Severity Level 1 issues are subject to 

an Issue Post-mortem by SpryPoint 

2 – Critical Client’s business is operational but the ability 

to perform business functions is severely 

impacted,  

A critical business function or functions are 

partially operational or operating by use of a 
workaround only sustainable for a short period 

of time.  

A critical business function or functions is 
operating at limited capacity or has a defect 

which creates errors or atypical results to 
customer records, transactions, or financials.  

Examples of Severity 2 issues includes but are 

not limited to:   

● 10%-20% of the customer base are 

affected by bills which are calculating 
or rendering incorrectly 

● Response times on transactions or 
screens are 3 times the normal 

response times (response times must 

be tracked at go-live for benchmark)  
● Processes take 3 times as long to 

complete or error out (response times 
must be tracked at go-live for 

benchmark) 

2 hours 16 hours 4 hours 

3 – 
Restricted 

Use 

The service is experiencing an issue that can 
be worked around but is impacting client’s 

efficient use of the service.  The business is 
operational but with reduced efficiency. 

Examples of Severity 3 issues includes but are 
not limited to:   

● Single account issue 

● Business function has a slight 
restriction of function of non-critical 

nature 
● A work around is required to maintain 

normal operations 

● Non-performance impacting defect  

4 hours 160 hours 40 hours 

4 – Not 

Urgent 

The service is fully functional but may contain 

a cosmetic flaw, or misspelling. 

There is no operational, financial, or customer 

impact. 

Examples of Severity 4 issues include, but may 
not be limited to: 

8 hours 200 hours Upon 

resolution 
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● A button is out of alignment on the 

user interface 
● Question regarding configuration or 

functionality 
● General inquiries 

5 Enhancement request 16 hours As defined 

in change 
process 

noted in 
the 

Statement 

of Work  

As defined 

in change 
process 

noted in the 
Statement 

of Work 

1.8 Triage 

Based on the severity level of the support request, Client can expect a response from the 
SpryPoint Customer Success Team as indicated in the table above. 

 During this initial contact, the team has several objectives: 

1. Confirm and/or clarify our understanding of the support request. Adjust reported 
severity level if necessary.  

2. Document the use case where the issue occurs. 
3. Establish a resolution plan and provide an estimated resolution time if possible. 
4. If an estimated resolution time cannot be provided during the initial contact, Client will 

be provided with an estimate on the timeframe.  
5. If the support request is Level 5 (enhancement request), Client will be contacted to 

discuss the use case and scope of the enhancement. An enhancement specification and 
quotation will be delivered.  

6. Resolution 

1.9 Resolution 

Issue Resolution indicates that the issue has been addressed and resolved, pending 
confirmation from Client’s power user. If for any reason Client is not satisfied with the 
resolution, Client may request the issue to be re-opened. 

1.10 System Maintenance 

The primary contact for the ongoing maintenance and support of the application is SpryPoint’s 
Customer Success team. Although rare, SpryPoint may, at its discretion, schedule a system 
maintenance window, during which time normal production services may not be available. 
Planned system maintenance windows are mutually agreed upon with the Client. Whenever 
possible, SpryPoint will plan Scheduled Maintenance to coincide with Client’s IT system 
maintenance windows and outside the hours of 8:00 a.m. and 4:00 p.m. Eastern Standard 
Time. 

There may be some instances where updates are required immediately or within a short 
timeframe to maintain the integrity or functionality of SpryPoint applications. In such cases, 
SpryPoint will notify Client’s designated contact of unplanned system maintenance and work 
with Client to deploy the necessary changes during the earliest, mutually favorable time. 
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SpryPoint will promptly notify Client’s designated contact of any downtime and provide 
confirmation once full functionality is restored. 

In extraordinary circumstances, it may be necessary to take the system offline or otherwise 
prevent access to applications. This would be the result of an exceptional situation (i.e., a zero-
day vulnerability) where SpryPoint would take preventive action to mitigate any potential 
adverse impact to our clients. 

1.11 Device and Operating System Support 

● SpryPoint shall use commercially reasonable efforts to identify a root cause and provide 
technical solutions therein for any reported bugs, defects, issues, etc., provided that the 
Software or Services are not otherwise impaired at the start of the then-current Service 
Term and has been properly maintained by Client in accordance with SpryPoint’s 
policies. SpryPoint is not required to support its applications in the following 
circumstances:  

o hardware that is no longer supported by its manufacturer. (e.g., iPhone 3G, 
Samsung Galaxy S Captivate) 

o Operating systems or versions of operating systems which are no longer 
supported or updated by their authors (e.g., Apple, Google, Microsoft, etc.). 

o Errors that are a result of product misuse, negligence, or improper utilization of 
any or all part of the Software or Services. 

o Issues that are a result of electrical failure, internet connections problems, and 
all data issues deemed to be under Client’s exclusive control and responsibility 
including but not limited to: data input and output are outside the scope of this 
service level agreement. 

Maintenance for unsupported operating systems and/or hardware may be available to Client at 
an additional charge. 

1.12 Issue post-mortem process 

The issue post-mortem process at SpryPoint includes the following: 

Action Objective 

Summary of what happened 
● Which services and customers were affected? 
● How long and severe was the issue? 

● Who was involved in the response? 

● How was the issue resolved? 

Root cause analysis 
● What were the origins of failure? 

● Why do we think this happened? 

Steps taken to diagnose, assess, and 

resolve 

● What actions were taken? 

● Which were effective? 

● Which were detrimental? 

Timeline of significant activity Centralize key activities from monitoring tools, ticket 

management, issue details as well as internal and 
external communications. 

Learning and next steps 
● What went well? 

● What did not go well? 
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● How do we prevent this issue from happening 

again? 

Summarize findings Circulate summary to affected clients upon request. 

1.13 Support Hours 

SpryPoint business hours are from 8:00 a.m. to 4:00 p.m. Eastern Time, Monday through Friday 
(excluding holidays). 

After-hours, on-call support is available when requested. This provides extra support when 
migrating, updating, or upgrading integrated line of business applications. After-hours, on-call 
support rates will be in accordance with the current Rate Card (Section 1.4). 

1.14 Holidays 

Response to requests other than Severity Level 1 may be delayed up to 24 hours during 
holidays observed by SpryPoint as outlined below: 

Holiday Date (on or around) 

New Year’s Day* January 1 

Provincial Holiday Third Monday in February 

Good Friday Late March/Early April 

Victoria Day Third Monday in May 

Canada Day* July 1 

Civic Holiday First Monday in August 

Labour Day First Monday in September 

National Day of Truth and Reconciliation September 30 

Thanksgiving (Canadian) Second Monday in October 

Remembrance Day* November 11 

Christmas Day* December 25 

Boxing Day* December 26 

*If a holiday falls on a weekend, it will be observed the following Monday. 

Service Level Agreements 
Service Level Agreements (SLAs) provide clarity around the commitments to deliver the Service 
and set expectations for both parties relative to the Client’s business and the impact/role of the 
Service within the Client’s business.   
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1.15 Service Availability 

SpryPoint will use commercially reasonable efforts to make our Services available with a 
Monthly Uptime percentage of at least 99.5%.  

Exclusions, Exceptions and Limitations 

This does not apply to any Service performance issues caused by factors; (i) outside of 
SpryPoint’s reasonable control, including any force majeure event or Internet access or related 
issues beyond the demarcation point of SpryPoint; (ii) that result from Client’s equipment 
software or other technology such as metering technology, payment and data processing 
services, networking technology and/or third-party equipment, software, integration services or 
other technology (other than third party equipment within our direct control); (iii) that result 
from any scheduled maintenance as provided for pursuant to this Agreement; or (iv) arising 
from SpryPoint’s suspension and termination of Customer’s right to use Software in accordance 
with the Master Subscription Agreement. 

1.16 Service Credits 

In the event of a failure by SpryPoint to meet the Service Availability and Issue Resolution 
Targets as defined in this SLA, at Client’s request, SpryPoint will provide Service Credits in 
accordance with the following: 

1. First month of missed service availability or issue resolution target, SpryPoint and Client 
will meet to discuss possible corrective actions 

2. Second consecutive month: 10% of the Subscription Fee paid for the applicable month 
of the affected SpryPoint application 

3. Third consecutive month: 20% of the Subscription Fee paid for the applicable month of 
the affected SpryPoint application 

4. Fourth consecutive month: 30% of the Subscription Fee paid for the applicable month of 
the affected SpryPoint application 

5. Fifth consecutive month: 40% of the Subscription Fee paid for the applicable month of 
the affected SpryPoint application 

6. Sixth consecutive month: 50% of the Subscription Fee paid for the applicable month of 
the affected SpryPoint application 

7. More than three (3) consecutive months: Within thirty (30) days of such failure Client 
shall have the option to terminate the entire Agreement and upon termination Client 
shall receive a refund of all prepaid subscription fees that are unearned as of the date 
such termination becomes effective. 

8. Service Credits shall be deducted from subsequent invoices for Subscription Fees, or 
upon the termination or expiration of the Agreement the Service Credits would be paid 
directly to the Client. 
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Periodic Service Reviews 

1.17 Periodic Review of Open Tickets and Outstanding Issues 

Such reviews are offered by SpryPoint upon client request and may be held either monthly or 
quarterly as agreed by both parties. Reviews are led by a member of the SpryPoint Customer 
Success Team and commonly include: 

● Discussion and review of open or recently closed tickets 
● Discussion and review of recent or forthcoming product releases 

1.18 Periodic Review of Service Level Agreement Performance 

Such reviews will be held annually (or on a periodic basis as agreed by both parties). Either 
party may request the review.  The review will be led by the Manager of Customer Success and 
shall include:  

● Discussion and resolution of any issues that may arise under an SLA 
● Service delivery since last review 
● Major deviations from service targets 
● Negotiate proposed changes to the SLA 
● Resolve concerns about service delivery 
● Discuss any staffing changes for SpryPoint or Client 

The review mechanism shall include an escalation procedure under which any unresolved issues 
are escalated for immediate resolution. Disagreements shall initially be handled by means of the 
following escalation provision: 

1.19 Escalation 

In the unlikely event that a customer needs to escalate an issue beyond the Customer Success 
Analyst in charge, the following is the path of that escalation: 
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If the Client is unable to get appropriate support from the assigned support analyst or senior 
support analyst, the client may escalate first to Shelley MacLeod, Manager of Customer Success 
and then to any Managing Partner at SpryPoint, however Kyle Strang is the Managing Partner 
responsible for Customer Success-related escalations.  

Contact information for the Customer Success Management Team: 

Shelley MacLeod, Manager, Customer Success 

smacleod@sprypoint.com 

Office: 902.510.1770 

Mobile: 902.213.0950 

 

Kyle Strang, Managing Partner 

kstrang@sprypoint.com 

Office: 617.939.9016 

Mobile: 902.476.7930 

 
 
 

  

mailto:smacleod@sprypoint.com
mailto:kstrang@sprypoint.com


SpryPoint Service Level Agreement  

 

Confidential | Copyright © 2022 SpryPoint Solutions Inc. All Rights Reserved                                                                                                    18 

Release Management 
We provide application releases on a two-week interval.   

The Customer Success Team works with the Product Management team to create and distribute 
Release Notes to our clients. Our releases typically include new features and functionality as 
well as bug fixes. 

Product Releases: 

● Release Notes are sent to the primary contacts in the organization. However, anyone 
can be added to the distribution list.  

● Release Notes will be provided before deployment to your production environment. 
● Releases are deployed after standard business hours and live in the system the next 

business day.  
● New features and functions are disabled by default when deployed.  
● Customer Success is available to assist your team in determining if enabling a new 

feature is right for your organization.  

 


