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Finiti Legal Technologies, Inc.
Service Level Agreement
Version: August 2026. This document is published at www.finiti.legal/sla and is the current version of the Finiti Service Level Agreement.
This Service Level Agreement (this "SLA") forms part of, and is incorporated by reference into, the agreement between Finiti Legal Technologies, Inc. ("Finiti") and the customer identified in that agreement ("Customer") governing Customer's access to and use of the Finiti platform and related services (the "Agreement"). Capitalised terms used but not defined in this SLA have the meanings given in the Agreement or in the Finiti Data Processing Agreement (the "DPA"). In the event of conflict, the order of precedence set out in the Agreement applies.
1. Scope
This SLA applies to the Finiti platform as made available to Customer under an order form. Where Customer has selected a deployment model other than managed SaaS, the commitments in this SLA apply as modified by Section 6 (Deployment models), because availability of infrastructure operated by Customer is outside Finiti's control.
This SLA does not apply to Beta Products, previews, or other pre-release features, which are provided as described in the Agreement.
2. Support channels and hours
	Support hours
	Monday to Friday, 9:00–18:00 US Eastern, excluding public holidays observed by Finiti

	Channels
	Email to the Finiti support address; dedicated shared Slack channel for enterprise customers

	Account contact
	A named account contact is assigned to each customer

	Availability monitoring
	Critical availability incidents are monitored 24/7 by automated alerting with engineering escalation, including outside support hours

	Language
	Support is provided in English


3. Severity classification
Finiti classifies each reported issue on receipt. Where Customer and Finiti disagree on severity, the parties will discuss in good faith and Finiti will apply the higher classification pending agreement.
	Severity
	Definition

	Critical
	The platform is unavailable, or a defect prevents all or substantially all Authorized Users from performing core workflows, with no reasonable workaround. Includes confirmed Security Incidents affecting Customer Personal Data.

	High
	A core function is materially impaired or unavailable for a significant group of Authorized Users, or output integrity is materially affected, but a workaround exists or other functions remain usable.

	Normal
	A defect or degradation affecting a non-core function, a limited group of users, or performance, with a reasonable workaround available.

	Low
	Questions, configuration and how-to requests, cosmetic issues, documentation errors, and feature requests.


4. Response and update targets
Response time is measured from Finiti's receipt of a report through a supported channel. Targets for Critical issues are measured on a 24/7 basis; targets for all other severities are measured during support hours. These are response and communication targets, not resolution guarantees: the time required to resolve an issue depends on its nature, and Finiti will use commercially reasonable efforts to resolve each issue as quickly as reasonably practicable.
	Severity
	Target initial response · Update cadence

	Critical
	4 hours · updates at least every 24 hours until resolved or downgraded

	High
	1 business day · updates at least every 2 business days

	Normal
	1 business day · updates as work progresses

	Low
	2 business days · updates as work progresses


5. Planned maintenance
Finiti performs routine maintenance and deploys updates without interruption to service wherever practicable. Where planned maintenance is expected to cause an interruption, Finiti will give Customer at least 5 business days' prior notice and will schedule the work outside 9:00–18:00 US Eastern wherever reasonably practicable. Notified planned maintenance is not treated as a service interruption for the purposes of this SLA.
Finiti may perform emergency maintenance without prior notice where necessary to preserve the security, integrity, or availability of the platform, and will notify Customer as soon as reasonably practicable.
6. Deployment models
	Managed SaaS
	Finiti hosts and operates the platform. Updates are delivered continuously. This SLA applies in full.

	Managed deployment in Customer's cloud tenant
	Finiti manages the application within infrastructure operated by Customer. Updates are managed and coordinated with Customer. Finiti's obligations under this SLA apply only to components operated by Finiti and are conditional on Customer's infrastructure, network, and identity provider being available, and on Customer having approved the telemetry required for Finiti to detect and diagnose incidents.

	Full on-premise / air-gapped
	Customer operates the infrastructure and the platform runs within Customer's environment. Updates are delivered as versioned packages on an agreed cadence. Finiti is not responsible for the availability of Customer's infrastructure; the support response targets in Section 4 continue to apply, subject to the diagnostic information Customer is able to provide.


7. Incident management
Finiti maintains a documented incident-response process covering detection, severity classification, containment, eradication, recovery, and post-incident review. For any Critical incident, Finiti will provide a written root cause analysis to Customer on request within 15 business days of resolution, describing the cause, the impact, the remediation applied, and the preventative measures adopted.
Security Incidents affecting Customer Personal Data are notified in accordance with the DPA, and in any event no later than 72 hours after Finiti becomes aware of the incident. Nothing in this SLA limits Finiti's obligations under the DPA.
8. Business continuity and disaster recovery
Finiti maintains a documented business continuity and disaster recovery plan, which is tested at least annually. Production environments in the managed SaaS deployment are deployed across multiple availability zones with automated failover, and backups are taken on a regular cadence, encrypted, and tested for restorability.
Finiti's documented recovery objectives, and the date and outcome of the most recent test, are available to Customer on request.
9. Exclusions
Finiti has no liability under this SLA for, and the response targets in Section 4 do not apply to, any unavailability, interruption, or degradation to the extent arising from:
1. notified planned maintenance, or emergency maintenance carried out under Section 5;
1. a Force Majeure Event as defined in the Agreement;
1. failure or unavailability of Customer's own systems, networks, devices, identity provider, or internet connectivity, or of infrastructure operated by Customer in a client-tenant or on-premise deployment;
1. failure or degradation of a third-party service or Non-Finiti Application that Customer has directed Finiti to integrate with, or of a Sub-processor that Customer has declined to approve;
1. Customer's use of the platform other than in accordance with the Agreement or the Documentation, or unauthorised modification of the platform;
1. suspension of access exercised in accordance with the Agreement, including for non-payment or breach of the service restrictions; or
1. Beta Products, previews, and other pre-release features.
10. Changes to this SLA
Finiti may update this SLA from time to time, provided that no update will materially reduce the commitments in it during a Subscription Period for which Customer has already paid. Finiti will give Customer at least 30 days' written notice of any material change, which may be given by email or by publication in the Finiti trust centre.
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