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SGC-SLA-2026-02 

Service Level Agreement 

Layer 3 · Subscription — Uptime, response, and resolution commitments 

 

Effective 
Date 

01 October 2026 Revision 1 — New (subscription layer) 

Classification Client-facing Companion 
to 

SGC-MSA-2026-02 (Master 
Services Agreement) 

Support 
Window 

Mon–Fri, 09:00–18:00 GST 
(default tier) 

Uptime 
Target 

99.5% per calendar month 

 

1. Purpose and scope 
This Service Level Agreement ("SLA") forms part of the SGC Master Services Agreement (SGC-
MSA-2026-02) and governs the service-level commitments for the SGC Subscription Services 
(Layer 3). It defines uptime targets, support severities, response and resolution times, support 
procedures, and service credits. Capitalised terms have the meanings given in the MSA. 

The default tier described in this SLA is the Standard tier, applicable to all Subscription Clients 
unless the Order Form specifies a higher tier. Higher tiers (Enterprise, Mission-Critical) and 
add-ons (24/7 P1/P2, dedicated support engineer) are available at additional cost and are 
documented in a separate Schedule. 

2. Uptime 
2.1 Commitment 
SGC commits to a Platform uptime of 99.5% per calendar month ("Uptime Commitment"), 
measured as the percentage of total minutes in a calendar month during which the Platform is 
available for normal use, excluding Scheduled Maintenance and Excluded Downtime (defined 
in Section 2.3). 

2.2 Measurement 
Uptime is measured from SGC's monitoring systems, which test Platform availability from a 
UAE-region probe every 5 minutes. A downtime incident is recorded when the Platform is 
unresponsive or returns HTTP 5xx errors for 3 consecutive probes (15 minutes). The Client may 
request a downtime report at any time. 



 

SGC TECH AI (Scholarix Global Consultants FZCO) 
FINANCE  ·  SYSTEM  ·  TECHNOLOGY 
SGC TECH AI (Scholarix Global Consultants FZCO) 
Al Maseed Building Office No. 304, 119/12st 
Al Rigga 
DUBAI DU 0000 
United Arab Emirates 

Service Level Agreement — Subscription Layer 

 

 
SGC TECH AI — Powered by Artificial Intelligence LinkedIn  ·  X  ·  Facebook  ·  Instagram  ·  YouTube   Page 2 of 5 

2.3 Excluded downtime 
The following are not counted against the Uptime Commitment: 

• Scheduled Maintenance — pre-announced maintenance windows, not exceeding 4 hours 
per month, conducted between 22:00 and 06:00 GST on weekends, with at least 72 hours' 
advance notice; 

• Issues caused by the Client's network, internet, hardware, browser, or third-party 
software; 

• Issues caused by Client-side misconfiguration, unsupported integrations, or unauthorised 
modifications; 

• Force majeure events under MSA §12.4, including screening-source outages outside SGC's 
control; 

• Downtime during account states Grace, Read-only, Archive, or Deletion under PR-03 §08; 
• Outages of third-party services that the Platform integrates with (e.g. ASP, government 

portals), to the extent the outage is outside SGC's control. 

3. Support severity levels 
Support requests are classified into four severity levels. SGC triages and assigns severity at its 
reasonable discretion based on the definitions below. The Client may escalate a severity 
assignment through the support escalation path in Section 5. 

Severity Definition Response 
target 

Resolution 
target 

P1 — Critical Platform is unavailable, or a core function 
(AML screening, intake form submission, 
record generation) is inoperable for all 
Authorised Users. No workaround available. 

1 hour (24/7 
add-on only) 

4 hours 

P2 — High A core function is significantly degraded or 
unavailable to a subset of Authorised Users; 
workaround is partial or manual. 

4 business hours 1 business day 

P3 — Medium A non-core function is degraded or 
unavailable; workaround available. 
Configuration, integration, or how-to 
questions. 

Next business 
day 

5 business days 

P4 — Low Cosmetic issues, informational requests, 
enhancement requests, documentation 
questions. 

3 business days Best-effort 
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P1 (Critical) response is 1 hour — requires 24/7 add-on. Default Standard tier covers 
P2/P3/P4 during business hours (Mon–Fri, 09:00–18:00 GST). P1 and out-of-hours P2 require 
the 24/7 Support Add-on documented in a separate Schedule. 

4. Support procedures 
4.1 How to raise a support request 
• Submit via the in-platform support portal (preferred channel); 
• Include: Tenant ID, Authorised User, severity assessment, description, screenshots, and 

steps to reproduce; 
• For P1/P2, also call the support hotline listed in the Order Form (24/7 add-on required for 

P1); 
• Acknowledge SGC's triage confirmation and provide additional information promptly when 

requested. 

4.2 Support window (Standard tier) 
Standard tier support is available Monday to Friday, 09:00 to 18:00 Gulf Standard Time, 
excluding UAE public holidays. Requests received outside this window are triaged on the next 
business day, except P1/P2 cases raised under the 24/7 add-on. 

4.3 Resolution effort 
Resolution targets are commitments to make commercially reasonable efforts to resolve within 
the stated time. They are not guarantees. Complex issues, third-party dependencies, or issues 
requiring source-code investigation may require longer. SGC will keep the Client informed of 
progress at least every 24 hours for open P1/P2 cases and at least every 5 business days for 
open P3/P4 cases. 

4.4 What is not supported 
• Client-side customisations, custom code, or unsupported integrations; 
• Issues caused by third-party software, hosting, or network infrastructure not under SGC's 

control; 
• Training on basic platform use (available as a separate professional-services engagement); 
• Regulatory filings, registrations, or government-portal operations; 
• Restoration of data deleted by Client action in violation of the Acceptable Use Policy; 
• Issues arising during Grace, Read-only, Archive, or Deletion account states. 

5. Escalation path 
If the Client is not satisfied with the handling of a support request, the following escalation 
path applies: 
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Step Escalation contact Target time 

1 Support engineer handling the case Within 4 business hours of 
dissatisfaction 

2 Support team lead Within 1 business day of escalation to 
Step 1 

3 Support manager / Head of Delivery Within 2 business days of escalation to 
Step 2 

4 Authorized Signatory Within 3 business days of escalation to 
Step 3 

 

6. Service credits 
6.1 Uptime shortfall 
If the Platform's uptime in a calendar month falls below the Uptime Commitment, the Client is 
entitled to a service credit calculated as follows, on written request made within 30 calendar 
days of the end of the affected month: 

Actual uptime Service credit 

99.0% – 99.49% 5% of monthly Subscription Fee 

95.0% – 98.99% 10% of monthly Subscription Fee 
Below 95.0% 25% of monthly Subscription Fee 

 

6.2 Response-time shortfall 
If SGC fails to meet the response target for a support request, the Client is entitled to a service 
credit of 5% of the monthly Subscription Fee per missed response target, capped at 25% of 
the monthly Subscription Fee per month. 

6.3 Conditions 
• Service credits are applied to the next invoice, not paid in cash; 
• Maximum aggregate service credits per month: 50% of the monthly Subscription Fee; 
• Service credits are forfeited if not claimed within 30 calendar days of the end of the 

affected month; 
• Service credits are the Client's sole and exclusive remedy for any SLA breach. 

7. Limitation of liability 
SGC's liability for any breach of this SLA is subject to the limitation of liability in MSA §12 and is 
capped at the Subscription Fees paid by the Client in the trailing 12 months. Service credits 
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under Section 6 are the Client's sole and exclusive remedy for any uptime or response-time 
shortfall. 

8. General provisions 
• Order of precedence: This SLA prevails for service-level matters. For all other matters, the 

MSA prevails. 
• Survival: Confidentiality, liability, and governing law clauses survive termination. 
• Amendments: Must be in writing and signed by both parties. 
• Governing law: DIFC Courts, Dubai, UAE. 
• Counterparts: May be signed in counterparts. 

Acceptance and signature 
By signing below, the parties confirm that they have read, understood, and agreed to be bound by 
this Agreement. This document is non-binding until signed by both parties. 

FOR THE CLIENT FOR SGC TECH AI 

Legal entity name: ____________________ 

Authorised signatory: ____________________ 

Title: ____________________ 

Date: ____________________ 

Signature: ____________________ 

Authorized Signatory: ____________________ 

For & on behalf of: SGC TECH AI 

Entity: Scholarix Global Consultants FZCO 

Trading as: SGC TECH AI · IFZA-Licensed · Dubai, 
UAE 

Title: Authorized Signatory 

Date: ____________________ 

Signature: ____________________ 

 


