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ePermitHub Subscription Software & Services Agreement 

This Subscription Software & Services Agreement (this Agreement will be effective as of the date of last signature below 
Effective Date and is entered into by and between PermitRocket Software LLC dba ePermitHub Company and the 

undersigned counterparty Customer .  This Agreement includes and incorporates the terms and conditions below, the Schedules 
attached hereto, any Company terms that are expressly referenced herein or that reference this Agreement, and all Order Forms 
and Statements of Work issued hereunder Party
Parties

No terms contained in any purchase order or ordering document or other written communication from Customer or its agent will in 
any way modify this Agreement, any such terms being expressly disclaimed by Company.

IN WITNESS WHEREOF, the Parties have caused this Agreement to be duly executed by their undersigned authorized 
representatives and intend to be legal bound by these terms as of the Effective Date. 

Sonoma County, CA

By: 

Name: 

Title: 

Date: 

Address: 

PERMITROCKET SOFTWARE LLC

By: 

Name: 

Title: 

Date: 

Address: 11767 S Dixie Hwy. #295, Miami, FL 33156 

Sonoma County, CA

By: 

Name: 

Title: 

Date: 

Address: 

ATTACHMENTS 

Schedule 1 - ePermitHub Support Terms 
Schedule 2 - Customer Terms (if any) 
Schedule 3 - ePermitHub Statement of Work  
Schedule 4 - ePermitHub Service Level Addendum 

TERMS & CONDITIONS 

1. Services.

1.1. Subscription Services. Subject to the terms and conditions of this Agreement, Company will make its software-as-service
technologies, together with related Software and documentation Subscription Services  available to Customer and 
will provide technical support Support  for the Subscription Services as set out in Schedule 1 (Support Terms). Software
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- . Services
Subscription Services together with Support and any Professional Services (as defined below).

1.2. Hosting. The Subscription Services (including Software, as applicable) will be hosted by Company at a physically secure, 
commercial third-party hosting facility. Company will be responsible for maintaining standards at such facility and for implementing 
suitable network security measures to minimize the likelihood of unanticipated interruptions to the Subscription Services. With respect 

: (a) Company hereby grants Customer a non-exclusive, non-
transferable, non-sublicensable, royalty-
of the Subscription Services; (b) Customer may download the Software onto its systems or devices; and (c) Customer will be 
responsible for obtaining and maintaining any equipment and ancillary services needed to connect to, access or otherwise use the 
Software and Subscription Services, including modems, hardware, servers, software, operating systems, networking, and web 
servers.  

1.3. Professional Services. Company may provide certain implementation and deployment, consulting, and/or other professional 
Professional Services . Professional Services may be detailed in one or 

more statements issued to Customer Statement of Work and/or governed by other terms and conditions agreed by 
Company in writing that reference this Agreement. Unless otherwise specified, Professional Services will be performed within 

- Business Hours
1.4. Service Level Commitment. Company will use commercially reasonable efforts to make the Subscription Services available 

SLA

2. Limitations; Customer Obligations. 

2.1. User Accounts. Customer will designate at least one individual user to a .  
The administrator will be responsible for creating unique usernames and passwords for end users Users .  Subject to 

unlimited number of Users. Customer will be responsible 
for maintaining the security of User accounts (including usernames, passwords and administrator details) and any other content, 
systems, technologies or equipment that Customer uses in connection with the Services. Customer releases Company from any 
liability relating to obligations under this Section, including any unauthorized access to or use of the Subscription Services
or any access to or use of content, systems, technologies or equipment resulting therefrom.

2.2. Prohibited Use. Customer will not and will ensure that its User do not, directly or indirectly, (i) modify, rent, sublease, 
sublicense, assign, use as a service bureau, copy, lend, adapt, translate, sell, distribute, create derive works from, decompile, 
disassemble, reverse engineer or otherwise attempt to discover the source code, object code or underlying structure, ideas, know-
how, processes or algorithms relevant to the Software or Services or remove any proprietary notices or labels affixed on or delivered 
with the Software or Services.  f the Software or Services, Company 
may do so and may prohibit any use of the Software or Services it believes are or may be in violation of this Agreement, with notice 
to Company that includes a description of the actual or suspected violation. 

2.3. Customer Commitments. Customer represents and warrants that Customer and its Users will use the Software and 
Services, including any Customer Data associated with such use, only as permitted by this Agreement and in compliance with all 
applicable laws and regulations.  If Customer becomes aware of any threats to the confidentiality or security of the Software or 
Services that is or is likely to be caused by Customer, its Users or the systems, technologies or software used by them, Customer 
will promptly notify Company. Customer Data -public data, information, materials and content 
provided by Customer to Company or used by Customer in connection with the Services, excluding Usage Data (as defined below).

2.4. Reserved Rights. As between the parties, (a) Customer owns and retains all right, title and interest in and to the Customer 
Data; and (b) Company owns and retains all right, title and interest in and to (i) the Software and Services, and all improvements, 
enhancements or modifications thereto, (ii) any software, applications, inventions or other technology developed in connection with 
Professional Services or Support, and (iii) all intellectual property rights related to any of the foregoing. No rights or licenses are 
granted by either Party except as expressly set forth in this Agreement.

3. Confidentiality.

3.1. General.
commercially or otherwise, other than for the legitimate purposes of this Agreement, and not to disclose it to others.  For purposes 
of this Agr Confidential Information

Discloser Recipient during the relationship contemplated by this 
Agreement and concerns Discloser and its business, including business plans, roadmaps, financial condition, products, programming 
techniques, suppliers, technology or research and development.  Recipient agrees to take all actions reasonably necessary to protect 
the confidentiality of all Confidential Information, including implementing and enforcing procedures to minimize the possibility of 
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unauthorized use or disclosure of Confidential Information and not using or disclosing the Confidential Information to any third party 
(except as necessary to perform the Services or where required by law or court order).  All Confidential Information, if any, is provided 

3.2. Exceptions. Confidential Information will not include any information that: (a) is or becomes publicly known through no fault 
sure; (c) has 

been rightfully received by Recipient from a third party without restriction as to use or disclosure; or (d) was developed by employees 
or agents of Recipient independently of and without access or reference to any information communicated to Recipient by Discloser.  
The Disclosing Party agrees that these obligations of confidentiality will cease to apply to any information after five (5) years following 

disclosure thereof (excluding in respect of any trade secrets of Company, which will remain 
Confidential Information in perpetuity). 

3.3. Usage Data. Notwithstanding anything to the contrary in this Agreement or otherwise, Company may collect and analyze 
Usage Data and will be free, during and after the Term, to (i) use such information and data to improve and enhance the Services 
and for other development, diagnostic and corrective purposes in connection with the Services and other Company offerings, and (ii) 
disclose Usage Data pertaining to Customer in aggregate or other de-identified forms in connection with business. As 
used herein, Usage Data
performance of the Services. 

4. Fees; Payment. 

4.1. Fees. Customer will pay Company the then-applicable Service fees Fees described in one or more 
Company order forms (each an Order Form and/or Statements of Work. Unless specified in an Order Form, Fees are due net 
thirty (30) days from invoice. Details regarding the assessment of Fees for the Subscription Services are set out in an Order Form 
signed by Company.  Company reserves the right to change the Subscription Services Fees at the end of the then-current 
Subscription Period and/or to institute new charges upon thirty (30) days prior notice (email being sufficient) to Customer. Any 
Subscription Services price increase will be effective at the start of the Subscription Period .
If Customer is exempt from any taxes, Customer will provide Company an appropriate certificate of exemption; otherwise, Customer 
is responsible for all taxes associated with use of the Services ( ).

4.2. Late Payments; Fee Disputes. Customer is responsible for keeping Company informed of its contact information and billing
requirements, including purchase order references. If any Fees are not received from Customer by its due date, interest on such 
Fees will accrue at the rate of one and a half percent (1.5%) of or the maximum rate permitted by 
law, whichever is lower.  If any amounts owed by Customer under this Agreement are thirty (30) or more days overdue, without 
limiting its other rights and remedies, Company may (i) Fee obligations so that they become 
immediately due and payable and/or (ii) suspend the Subscription Services and stop performance of the Professional Services until 
such amounts are paid in full. If Customer reasonably believes it has been billed incorrectly, Customer must submit a dispute to 
Company no later than sixty (60) days after the issuance date of the affected invoice.  The parties will work promptly to resolve fee 
disputes in good faith, and Company will make adjustments or issue credits for any disputes resolved in Custome

5. Term and Termination. 

5.1. Term. This Agreement is effective as of the Effective Date and will continue in effect until terminated in accordance with this 
Section Term . In respect of the Subscription Services, Order Form will indicate a period for which Customer is 
permitted to use the Subscription Services (a Subscription Period ). Unless otherwise set out in the Order Form, at the end of 

Subscription Period and each subsequent Subscription Period thereafter,
Subscription Services will automatically renew Renewal . A Renewal may be cancelled by one Party notifying the other
Party of its intent to not renew no less than sixty (60) days prior to the Renewal. In respect of any Professional Services, Company 
will commence work on the date listed in the applicable Order Form or Statement of Work and continue performance for the period 
designated therein.

5.2. Termination. In addition to any other remedies it may have, (a) either Party may terminate this Agreement (i) with thirty (30) 
if the other Party materially breaches any of the terms or conditions of this Agreement and fails to cure the breach during 

the notice period; (ii) the other Party becomes insolvent or if Customer de-funded or (iii) by issuing a 
notice not to renew (as set out in above) where no other Order Forms or Statements of Work are then in effect; and (b) Company 
may terminate this Agreement (i) immediately if Customer violates Section 2.2 (Prohibited Use)
Customer fails to pay Fees when due and does not rectify non-payment in the notice period.  

5.3. Effect of Termination; Survival.
and (ii) all outstanding Fees will become 

immediately due and payable. If Company hosts database portions of the Software, Company will make Customer Data available to 
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Customer for electronic retrieval via a database export for a period of thirty (30) days following Agreement termination; thereafter
Company may, but is not obligated to, delete stored Customer Data.  
completion of Professional Services may be subject to additional terms and conditions as set out in the applicable Order Form or 
Statement of Work if designated by Company.  All sections of this Agreement which should, by their nature, remain applicable after 
termination will survive, including accrued rights to payment, confidentiality obligations, warranty disclaimers, and limitations of 
liability.

6. Warranties & Disclaimers. 

6.1. Company will perform Professional Services with the necessary skill, knowledge and experience using generally recognized 
practices and standards of performance for its industry. Company will use reasonable efforts to perform the Subscription Services 
and maintain its technologies and practices in a manner that minimizes errors and interruptions. Subscription Services may be 
unavailable for scheduled maintenance, unscheduled emergency maintenance or due to other
reasonable control. Company will use reasonable efforts to provide advance notice in writing (e-mail being sufficient) of any 
scheduled disruption of the Subscription Services. 

6.2. NOTWITHSTANDING THE FOREGOING OR ANYTHING TO THE CONTRARY, COMPANY DOES NOT WARRANT 
THAT THE SOFTWARE OR SERVICES WILL BE UNINTERRUPTED OR ERROR FREE; NOR DOES COMPANY MAKE ANY 
WARRANTY AS TO THE RESULTS THAT MAY BE OBTAINED FROM USE OF THE SOFTWARE OR SERVICES.  EXCEPT AS 
EXPRESSLY SET FORTH IN THIS SECTION, THE SOFTWARE AND 
DISCLAIMS ALL WARRANTIES, EXPRESS OR IMPLIED, INCLUDING IMPLIED WARRANTIES OF MERCHANTABILITY,
FITNESS FOR A PARTICULAR PURPOSE AND NON-INFRINGEMENT.

7. Indemnification. 

7.1. By Customer. Customer will defend, indemnify and hold Company and its officers, directors, employees and agents 
harmless 

Losses -party claim: (i) related to any injury, damage or loss resulting 
( ) access to or use of the Services; (ii) arising from Customer (or any User ervices in 

violation of this Agreement or applicable law; or (iii) alleging that Customer Data infringes or misappropriates intellectual 
property or rights therein.

7.2. By Company.  Company will defend, indemnity and hold Customer and its officers, directors, employees and agents 
harmless from and against any Losses arising out of a third-party claim (i) that the Software or Services infringe any United States 
patent or any copyright or misappropriate of any trade secret
performance of the Services. The foregoing obligations do not apply (i) with respect to portions or components of the Software or 
Services not supplied by Company, made in whole or in part in accordance with Customer direction or specifications, modified after 
delivery by Company, or combined with other processes or materials where the alleged infringement relates to such supply, use, 
modification or combination; (ii) where Customer continues allegedly infringing activity after being notified thereof or after being 
informed of modifications that would have avoided the alleged infringement; or (iii) with respect to any use of the Software or Services 
in violation of this Agreement or applicable law.  

7.3. Infringement Claims. If, due to a claim of infringement, the Software or Services are held by a court of competent jurisdiction 
to be or are reasonably believed by Company to be infringing, Company may, at its option and expense (a) replace or modify the 
Software or Services to be non-infringing provided that such modification or replacement contains substantially similar features and 
functionality, (b) obtain for Customer a license to continue using the Software or Services, or (c) if neither of the foregoing is 
commercially practicable, terminate this Agreement and provide Customer a refund for any prepaid, unused fees for the Services.
The foregoing is 

7.4. Procedure. To be entitled to the benefit of a P Indemnitor Party 
Indemnitee must advise the Indemnitor in writing of the existence of the claim promptly upon learning of its assertion; (ii) the 

Indemnitee must cooperate with the Indemnitor in all reasonable aspects connected with the defense of the claim; and (iii) the 
Indemnitor must have the sole right to control the defense and/or settlement of all such claims, including selection of counsel. 
Notwithstanding the foregoing, if any settlement admits wrongdoing by Indemnitee, Indemnitee will have the right to pre-approve any 
such settlement in writing, such approval not to be unreasonably withheld.  Further, Indemnitee will have the right to participate in 
the defense of any claim with separate counsel of its own choice at its own expense.

8. Limitations of Liability. EXCEPT AS EXPRESSLY SET FORTH IN THE MAIN TERMS OF THIS AGREEMENT AND TO THE 
FULL EXTENT PERMITTED BY LAW, COMPANY AND ITS SUPPLIERS, OFFICERS, AFFILIATES, REPRESENTATIVES, 
CONTRACTORS AND EMPLOYEES DISCLAIM AND WILL HAVE NO LIABILITY WITH RESPECT TO THE SOFTWARE, 
SERVICES OR ANY OTHER SUBJECT MATTER OF THIS AGREEMENT UNDER ANY CONTRACT, NEGLIGENCE, STRICT 
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LIABILITY OR OTHER THEORY, AND WHETHER OR NOT COMPANY HAS BEEN ADVISED OF THEIR POSSIBILITY FOR:
(A) ANY ERROR, INTERRUPTION OF USE, LOSS, INACCURACY OR CORRUPTION OF DATA; (B) COST OF PROCUREMENT 
OF SUBSTITUTE GOODS OR SERVICES OR BUSINESS LOSS; (C) INDIRECT, EXEMPLARY, INCIDENTAL, SPECIAL,
CONSEQUENTIAL OR OTHER SIMILAR COSTS OR DAMAGES; (D)
CONTROL; OR (E) FOR ANY AMOUNTS THAT, TOGETHER WITH AMOUNTS OF ALL OTHER CLAIMS, EXCEED THE FEES 
PAID TO COMPANY IN THE TWELVE (12) MONTHS PRIOR TO THE EVENT THAT GAVE RISE TO THE LIABILITY.

9. Additional Customer Terms. Any terms or conditions required by Customer under applicable statute, judicial order or agency 
policy must be stated in Schedule 2 (Customer Terms) prior to execution of this Agreement.  Notwithstanding anything to the contrary 
herein, Customer Terms will govern over the body of this Agreement in the event of a direct conflict.  

10. General

10.1. Entire Agreement. This Agreement, including the Schedules hereto, any Order Forms or Statements of Work issued 
hereunder, and any Company terms referencing this Agreement, is the complete and exclusive statement of the mutual 
understanding of the parties. This Agreement supersedes and cancels all previous and contemporaneous written and oral 
agreements, communications and understandings relating to the subject matter hereof. Except as otherwise expressly agreed by the 
Parties, in the event of a direct conflict between the body of this Agreement and any terms referenced herein or in an Order Form,
Statement of Work or Schedule hereto, the terms in the body of this Agreement will govern. Any waiver of rights or modifications or 
supplements to this Agreement must be in a writing signed by both Parties.  All terms issued by Customer that are not expressly 
permitted by Company are disclaimed.

10.2. Notices. Each Party ddress set forth in the signature blocks will be the place of receipt for notices issued in respect of 
this Agreement. Notice is effective when delivered personally, three (3) business days after sent by certified mail, on the business 
day after sent by a nationally recognized courier service, or on the business day after sent by email to legal@epermithub.com (where
electronic confirmation is sent and received). A Party may change its notice address by giving notice in accordance with this section. 

10.3. Execution; Validity; Construction. This Agreement is valid if signed by both parties, together or in counterpart, via facsimile 
transmission or electronic signature process, all of which taken together will constitute one agreement. If any provision of this 
Agreement is found to be unenforceable or invalid, that provision will be limited or eliminated to the minimum extent necessary so 
that this Agreement will otherwise remain in full force and effect and enforceable. ill be 

10.4. Assignment
written consent.  Company may assign this Agreement to an affiliate or a successor entity in the event of a merger, acquisition, or 
sale of all or substantially all its assets. Any such successor entity will agree in writing to be bound by the terms of this Agreement.

10.5. Relationship of Parties; No Third Party Beneficiaries. No agency, partnership, joint venture, or employment is created as 
a result of this Agreement and Customer does not have any authority of any kind to bind Company in any respect whatsoever. No 
third party beneficiaries are intended and the parties expressly disclaim any third party beneficiaries. 

10.6. Choice of Law. Except as otherwise prohibited by law or ordinance applicable to Customer, this agreement will be 
governed and interpreted in accordance with the laws of the State of California without regard to the conflicts of law provisions of any 
state or jurisdiction. 

10.7. Feedback. If Customer provides any feedback, comments, suggestions, ideas, requests or recommendations for 
Feedback

Customer hereby assigns and agrees to assign all right, title and interest in any such Feedback to Company to be used for any
purpose.  
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SCHEDULE 1
ePermitHub Support Terms

These ePermitHub Support Terms are incorporated into and form a critical component of the ePermitHub 
Subscription Software & Services Agreement or other agreement between the parties in respect of the software and services of 

Agreement
In the event of a conflict between the terms of these Support Terms and the terms of the Agreement, the terms and conditions of 
these Support Terms apply. These Support Terms may be updated from time to time by Company in its sole discretion; provided that 

If not otherwise defined in the Agreement, as used in these Support Terms: 
-per-use 

software-as-a-service, which may be cloud-hosted by Company or provided by Company for on-premise use, as provided by 
Company under the Agreement.

1) Updates.  Company will use commercially reasonable efforts during the Term of the Agreement to provide Customer with 
periodic updates to the Software and/or Updates
general maintenance functionality, and documentation and will . Company is under no 
obligation to develop any future functionality or enhancements for the Software or Services unless otherwise specified in the 
Agreement. If an Update is made available to Customer pursuant to these Support Terms, it will automatically replace the previous 
version of the Software or Subscription Services, as applicable. s support of the Subscription Services presumes that 
Customer has implemented Updates for the current or one of the prior two (2) major version releases; where Customer has not 

rs may be impacted. Where practical, Company 
will schedule Updates during non-business hours and will provide Customer with advance notice of all Updates. Where practical, 
Company will schedule Updates during non-business hours and will provide Customer with advance notice of all Updates.
2) Support Access. In support of the Subscription Services, during the Term of the Agreement Company will provide first-line 
Support below. These Support commitments are provided to Customer at no additional cost beyond its Subscription Services Fees. 

a) Telephone Support Telephone Support ,
will be available to Customer support hours of 8:00am - 8:00pm (Eastern Time), Monday through Friday
( that include:

) Support Hours .

b) Email Support. One or more Company electronic mail addresses Email Support to which Customer may submit routine 
or non-critical Support Requests to be addressed by Company during its Support Hours. 

c) Online Support Materials. Company will make available certain archived client-side software updates and other technical 
Online Support . This Online Support may not 

be used to submit Support Requests.

Customer Support Contacts
Requests (as defined below) to Company. Customer is responsible for providing Company with the names and contacts of these two
Customer Support Contacts and keeping Company up-to-date in the case that Customer Support Contacts (either named individuals 
and/or their contact information) are changed

3) Support Request Process. Support Request
Telephone Support or Email Support. For each Support Request, Customer will provide reasonable details regarding the issue it is 
experiencing Issue and Customer will use reasonable efforts to Priority Level the Issue using
the table below.  During the Support Request process and at any time prior to Issue resolution, Company may determine an Issue 
warrants assignment to a higher Priority Level, that an Issue no longer warrants the Priority Level assigned, or than an Issue should 
be separated into parts or combined with other Issues. Company may upgrade or downgrade Priority Levels and/or revise the listed 
Issue to reflect current impact and known parameters.

Priority Level Description Target Response
Time*
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Level 1
Critical functions of Subscription Services are not available or seriously 
affected for a majority of Users and there is no reasonable workaround 
available (e.g. service is non- use is halted).

1 Days

Level 2
Subscription Services are affected, with Users being able to work in a
limited capacity, and there is no feasible
day to day operations continue but are substantially impacted)

3 Days

Level 3
Subscription Services are partially non functional but a feasible
workaround exists (e.g. non critical feature is unavailable).

5 Days

Level 4
Subscription Services are functional but there is a problem or other 
issue that does not significantly impact use (e.g. incorrect label or 
cosmetic defect)

Next Update

*Target Response Times are ; they are non-binding estimates only. As 
one full business day within the Support Hours. A Day begins in the first Support Hour in which 

Customer makes its Support Request via Telephone or Email Support, with any weekend or off-hours Support Requests being logged 
at the first Support Hour that follows .
4) Support Limitations & Exclusions. The following Support Exclusions are not covered by these Support Terms and Company 
expressly disclaims responsibility for any support functions or services rendered or necessitated by:

a) any unauthorized access to or misuse of the Subscription Services;

b) needs arising
c)

problems beyond the Subscription Service demarcation point; 

d) issues arising out of or caused by customizations done by a party other than Customer or 
practice recommendations, configuration changes, scripting, or data loss caused by or through Customer or any User; 

e) issues arising out of or caused by or any third-
than third-

f) services requested by Customer to implement Updates provided by Company;

g) efforts to resolve or work- ; or

h) any third party software add-ons supplied with the Subscription Services, except where specified in the Agreement. 
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SCHEDULE 2
Additional Customer Terms

None unless expressly set out herein. 
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SCHEDULE 3
ePermitHub Sample Statement of Work

3 will serve as an 
exemplar only and a detailed Statement of Work will be separately issued by Company pursuant to the ePermitHub Subscription 
Software & Services Agreement or other agreement between the parties in respect of the software and services of PermitRocket 

Agreement .
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SCHEDULE 4
ePermitHub Service Level Addendum

This ePermitHub Service Level Addendum (this SLA is a policy governing the provision and use of the Subscription Services and 
is incorporated into and forms a critical component of the ePermitHub Subscription Software & Services Agreement or other 
agreement between the parties in respect of the software-as-a-service technologies of PermitRocket Software LLC (the 
Agreement Capitalized terms used herein but not defined herein shall have the meanings set forth in the Agreement. In the event 

of a conflict between the terms of this SLA and the terms of Agreement, the terms and conditions of this SLA apply. This SLA may 
be updated from time to time by Company in its sole discretion
rights hereunder as established at the time the Agreement was executed.

If not otherwise defined in the Agreement, as used in this SLA: 
-per-use software-as-a-

service, which may be cloud-hosted by Company or provided by Company for on-premise use, as provided by Company under the 
Agreement.

1. Definitions

1.1.
Subscription Services were Unavailable.  Measurement of the Monthly Uptime Percentage excludes downtime resulting directly or 
indirectly from any SLA Exclusion. 

1.2. unt. 

1.3. Subscription Services; or (ii) Customer 
experiences lack of connectivity to the Subscription Services for more than five (5) minutes.  The foregoing events must be verifiable 
or replicable by Company or its designee.  

2. Service Commitment.

2.1. Company will use commercially reasonable efforts to make the Subscription Service available with a Monthly Uptime Percentage 
of at least 99.9%, in each calendar month of the applicable Service Commitment
Subscription Services do not meet this Service Commitment, Customer will be eligible to receive a Service Credit as described below. 

2.2. Scheduled & Emergency Maintenance: Company will maintain certain scheduled maintenance windows during which regular, 
planned maintenance of the Subscription Services may be performed.  Company will use commercially reasonable efforts to provide 
Customer with no less than twenty-four (24) 
standard maintenance window will generally fall between the hours of 9:00 PM [21:00] Thursday and 1:00 AM [1:00] Friday local
time. Company will endeavor to provide as much notice as is practicable under the circumstances for patches, updates, fixes and 
other emergency maintenance activities which may be applied on an urgent basis. Where possible, Company will provide three (3) 

terial 
nature.

2.3. Service Credits. Subject to the terms of this SLA, Service Credits are calculated as a percentage of the monthly bill for the 
Subscription Services in the month that the Service Commitment was not met.  Company will apply any Service Credits only against 
future Subscription Services payments otherwise due from Customer. Service Credits will not entitle Customer to any refund or other 
payment from Company. Service Credits may not be transferred or applied to any other account. Unless otherwise provided in the

-performance, or other failure by Company to provide 
the Subscription Services is the receipt of a Service Credit (if eligible) in accordance with the terms of this SLA. If availability is 
impacted by factors other than those used in the Monthly Uptime Percentage calculation, Company may issue a Service Credit 
considering such factors at discretion.

Monthly Uptime Percentage Service Credit Percentage
Less than 99.9% but equal to or greater than 99.0% 2%
Less than 99.0% 5%

2.4. Service Credit Requests. To receive a Service Credit, Customer must submit a claim in writing to finance@permitrocket.com.  
To be eligible for a Service Credit, the claim must be received by Company in the calendar quarter in which the incident occurred 
and must include: (i) the w
Customer is claiming; and (iii) the quantity or scope of affected Users (as indicated by User ID, number of departments or similar 
metric). If the Monthly Uptime Percentage of such Service Credit request is confirmed by Company as being less than the Service 
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Commitment, Company will issue any Service Credit to Customer as part of the fee reconciliation process of the Subscription Period 
immediately following the Subscription Period
the request and other information as required above will disqualify Customer from receiving a Service Credit.
provide the request and other information as required above will disqualify Customer from receiving a Service Credit. 

3. Exclusions  

The Service Commitment does not apply to any unavailability, suspension or termination of the Subscription Services, or any 
performance issues pertaining to the Subscription Services, that: (i) are
including any force majeure event or Internet access or related problems beyond the Subscription Services demarcation point; (ii) 

loss 
caused by or on behalf of Customer or any User
other technology or integrations (including, but not limited to, Accela system errors or availability issues where Customer utilizes 
Subscription Services via Accela platform); (iv) that result from any maintenance performed by or on behalf of Company as 
contemplated in the terms above Subscription 
Services SLA Exclusions
used in the Monthly Uptime Percentage calculation, Company may issue a Service Credit with consideration to pertinent factors as 
assessed by Company in its sole discretion.


