
 

 

 

GovDocs Service Level Agreement 

At GovDocs our policy is to provide reliable and consistent support for our industry-leading Products and Services.  This 
Service Level Agreement (“SLA”), which is incorporated into the GovDocs Agreement for Services and Products between 
us (the “Agreement”) and is made a part of it, sets forth the service levels we strive to achieve and maintain when 
Products and Services are properly licensed and fully paid by the Customer.  Terms not defined in this SLA have the 
definitions set out in the Agreement.  While we will not modify this SLA arbitrarily, we may do so from time-to-time. 

1. Poster and Posting Information Service Commitments: 

1.1. Notification of Labor Law Posting Changes:  Each month, Customers who have ordered our GovDocs 
Posting Information Update Subscription will be sent an e-mail which lists all changes to the labor law 
postings tracked by GovDocs (the “Grid”).  We typically issue an updated Grid on the last day of each month.  
We will send updated Posters to Customers who have subscribed to ELM Data for various Customer 
Locations when an update is required by the governing jurisdiction.  We generally mail these updated 
Posters by the 10th business day of the month following notification via the Grid.  Only those Posters and 
Posting Information covered by a GovDocs Posting Information Update Subscription will be sent.  Posters 
and Posting Information outside of a Customer’s GovDocs Posting Information Update Subscription are 
available for separate purchase.    

1.2. State Single Posters:  New Posters will not be reissued if a particular state allows a single page supplemental 
laminate, instead of an entirely new Poster, to be issued as an update. 

2. GovDocs Data Subscription Commitments:   

2.1. Data Service Level:  During the term of any GovDocs Data Subscription, the ELM Data covered by a 
Subscription (for example, employment laws and regulations such as minimum wage laws for Customer’s 
Locations) will be operational and available to Customer at least 99.5% of the time in any calendar month, 
excluding Excused Downtime. 

2.2. SLA Credits:  Customer will be eligible to receive a service credit of five percent (5%) of Customer’s monthly 
Subscription fee for the affected Data Subscription for each hour in which we fail to meet the above Data 
Service Level for such month (“SLA Credits”).  In order to receive SLA Credits, Customer must make a request 
in writing to GovDocs via e-mail support or to Customer’s account manager (if applicable) within 30 days of 
the event giving rise to such SLA Credits.  SLA Credits may not exceed the total amount of recurring fees 
Customer has paid to us for the month in which we failed to meet the Data Service Level, are forfeited at the 
expiration or termination of the Agreement, may not be aggregated and will not be paid in cash. 

2.3. Excused Downtime:  “Excused Downtime” means and includes interruptions of service due to (a) scheduled 
or emergency maintenance, (b) equipment modifications, upgrades, relocation, repairs or other similar 
activities necessary or appropriate during the maintenance, operation or upgrade of the Services, (c) issues 
resulting from inadequate bandwidth, (d) unauthorized access, (e) Force Majeur events as described in the 
Agreement, (f) interruptions of service that result from Customer’s failure to adhere to any required 
configurations or use supported platforms, and (g) interruptions of service that result from Customer’s 
failure to follow any policies for acceptable use.   

3. Sole Remedy:  The GovDocs Guarantee is the sole and exclusive remedy available to Customer for any failure on our 
part to achieve or maintain the service levels in this SLA or for any claims or liabilities arising from Customer’s 
Subscription or the products and services GovDocs provides to Customer through a Subscription or any Order 
document. Customer agrees that GovDocs will not be liable to Customer, or anyone claiming through Customer, for 
incidental, indirect, special or consequential damages, even if the possibility of such damages was foreseeable. 

This GovDocs SLA, which constitutes a supplemental term applicable to Customer’s use of Posters, Posting Information 
and Data Services, is subject to and in all respects governed by the terms and conditions of the GovDocs Agreement for 
Services and Products, including the limitations on liability and disclaimers of warranties contained therein. 


