
Service Level Agreement 
 
Service Level Agreement 
Unless specified otherwise, the terms that are defined in the standard terms and conditions have the 
same meaning if they are used in this Service Level Agreement (“SLA”) with initial letters in capitals.  
 
Service Availability Objective 
 
The Service Availability Objective is a measure of time that Partner (and, if applicable, the Authorised 
users and other End-users) can use the platform. The Service Availability objective is issued on a 
monthly basis.  
 
"Authorised users " means Partner’s employees, individual contractors, consultants, and customers 
who are authorised or otherwise appointed or permitted by Partner to be granted access to and 
make use of the applications and services, provided by Red Cactus BV.   
 
"End-user" means any person or entity who obtains a license and uses it for access to and use of the 
applications and services provided by Red Cactus BV. 
 
Description Availability Availability Objective 
Availability of applications and services  
24 hours per day. 7 days a week 
At least 99.8% 
* The availability of services and products of Red Cactus BV amounts to at least 99,8%, these services 
and products are hosted by TransIP on their VPS platform.  
 
The Availability Objective is meant to measure the percentage of time that applications and services 
are available for the Partner (and, if applicable, the Authorised users and other End-users) per 
month.  
 
The actual Availability Objective is  
calculated as follows:  
Availability Objective = 
(𝑃𝑜𝑡𝑒𝑛𝑡𝑖al 𝑈𝑝𝑡𝑖𝑚𝑒 − 𝑂𝑢𝑡𝑎𝑔𝑒) 
Potential 𝑈𝑝𝑡𝑖𝑚𝑒 
× 100 
 
Where: 
 
"Excluded time" means the number of minutes during a force majeure situation or scheduled 
maintenance.   
 
"Force majeure situation" is any event outside of the reasonable control of Red Cactus BV, including, 
but not limited to: force majeure, riots, acts of terrorism, war, any negligent act by the Partner (or its 
resellers or an Authorised User or other End-users), any problem with a system or technology over 
which Red Cactus BV has no control, including, but not limited to, any problem related to the 
internet, a telecommunication service provider, applications, equipment or facilities located on the 
premises of Partner, the ISP of Red Cactus BV or Partner, or a third-party interface the Voice Platform 
relies upon.    
 
"Potential Uptime" is the number of minutes in a calendar month minus Excluded Time.  



 
"Planned maintenance" is any maintenance on the voice platform of which Partner has been notified 
72 hours in advance.  
 
"Outage" is the number of minutes that the Platform was not available for Partner (or, if applicable, 
for the Authorised Users or other End-users) during the calendar month.   
Downtime is only Excluded Time or the failure of an individual End-user-device.  
 
Planned maintenance  
Planned maintenance meets the following restrictions: 
 
Description of maintenance related restrictions  
 
Objective 
Minimum notice period prior to scheduled maintenance 10 days or the notice period of upstream 
providers if less than 10 days  
 
Maximum number of planned maintenance actions per month exceeding 15 minutes = 5 
 
Maximum duration of each planned maintenance action in each month = 4 hours 
 
Exclusions 
These SLA do not include the achievements of partners of partner-specific or by partners requested 
maintenance or other services, coding, or configuration, but only covers the uptime of the voice 
platform.  
 
Termination 
If Red Cactus BV does not meet the Availability objective, the termination of the main agreement by 
means of written notice addressed to Red Cactus BV is the only available remedy for Partner.  
 
Partner Help Desk 
Partner can e-mail Red Cactus BV at support@redcactus.nl to report problems or errors with regard 
to the applications or services.  
 
 


