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Service Level Agreement (SLA) 

This Service Level Agreement (“SLA”) forms part of the Agreement between Happydance 

and the Customer. It describes the service levels, hosting arrangements, support 

commitments, and related operational standards applicable to the Happydance Platform (as 

defined in the Agreement). 

 

The Platform is hosted primarily on Microsoft Azure and may use third-party services such 

as Cloudflare for content delivery, caching, web application firewall (WAF), DDoS protection 

and related optimisation or security functions. 

 

Happydance may change its hosting providers or architecture from time to time, provided 

that equivalent standards of performance, security, and availability are maintained. 

 

This SLA applies only to the Happydance-hosted Platform and associated services, and 

does not apply to: 

a) any third-party Applicant Tracking System (ATS) or other external integrations 

controlled by the Customer. 

b) Beta Services: Any features or services designated as beta or experimental by 

Happydance. 

c) Free Features or Services: Features or services provided to the Customer   without 

charge. 

d) Third-Party Systems:  Other third-party services not directly provided by 

Happydance. 

e) Non-Production Environments: Any non-live environments, including but not limited 

to User Acceptance Testing (UAT) environments. 

 

In the event of a conflict between the terms of the Agreement and this SLA, the terms of this 

SLA shall prevail. Any capitalized terms not explicitly defined in this SLA shall have the 

meaning ascribed to them in the Agreement. 

 

1. DEFINITIONS 

1.1. Agreement: means the agreement between Happydance and the Customer for the 

provision of the Subscription Service, comprising the Order Form executed between 



   

 

   

 Registered in England & Wales Company Number 06555701 

Registered Address: Dinah's Farm Fir Tree Lane, Aughton, Ormskirk, L39 7HH, UK 

VAT Number: GB 936213630 

them, the Happydance Platform Terms of Use, the Data Processing Agreement 

(DPA), this Service Level Agreement (SLA), and any applicable Policies or other 

documents expressly incorporated by reference, each as amended or updated in 

accordance with their terms. 

1.2. Availability: The percentage of time the Subscription Service is operational and 

accessible, calculated on a monthly basis by UpTime Robot. Availability is 

guaranteed at 99.9%. 

1.3. Customer Key Stakeholders: Customer’s employees who have been trained on the 

Subscription Service and are familiar with the Customer’s business practices. 

1.4. Documentation: means any user guides, technical specifications, release notes, 

FAQs, onboarding materials, or other written or electronic information made 

available by Happydance to the Customer (whether through the Platform, a 

customer portal, or Happydance’s website) relating to the use, functionality, or 

operation of the Subscription Service. 

1.5. Downtime: The time (in minutes) during which Users are unable to access the 

website. Downtime excludes any unavailability caused by Maintenance & Exclusion 

Events. 

1.6. Maintenance & Exclusion Events: Any interruptions or outages resulting from:  

a) Maintenance performed by Supplier, including: 

• Scheduled Maintenance for which the Customer is notified at least 24 hours 

in advance. 

• Maintenance occurring during Happydance’s standard maintenance windows. 

b) Requests by the Customer for maintenance outside of Scheduled Maintenance. 

c) The following exclusions: 

• Issues caused by Customer Data or the Customer’s ATS. 

• Acts or omissions by the Customer, Customer Affiliates, or third-party 

suppliers engaged by the Customer. 

• Failures in software, equipment, or facilities provided by the Customer. 

• Unavailability or limitations in the Customer’s network, internet connectivity, 

or bandwidth. 

• Bugs or problems in the software, firmware, or hardware of Happydance’s 

Sub-Processors. 

• Breaches of the Fair Use Policy by the Customer. 



   

 

   

 Registered in England & Wales Company Number 06555701 

Registered Address: Dinah's Farm Fir Tree Lane, Aughton, Ormskirk, L39 7HH, UK 

VAT Number: GB 936213630 

• Factors outside Happydance’s reasonable control, including but not limited to 

Force Majeure events and unavailability of Happydance’s hosting providers. 

1.7. Partner Services: Any products or services provided by a third-party supplier 

partner, which are excluded from Uptime Percentage calculations and do not qualify 

for Service Credits. 

1.8. Quarters: Happydance’s fiscal quarters, starting on 1 April, 1 July, 1 October, and 1 

January. 

1.9. Service Credit: The monetary amount that Happydance may credit to the 

Customer’s account as compensation for breaches of the SLA. 

1.10. Subscription Service: means access to the cloud-based software-as-a-

service platform provided by Happydance (including the Platform, its associated 

hosting environment, and standard functionality, tools, and interfaces) which 

enables the Customer to design, manage and operate its Careers Website(s), 

together with any updates, enhancements or new features made generally available 

by Happydance during the term of the Agreement, but excluding any Professional 

Services or bespoke development delivered under a separate Statement of Work. 

1.11. Technical Issue: A single, reproducible problem or defect materially or 

significantly affecting the functionality of the Subscription Service. 

1.12. Uptime Percentage: The percentage of time the Subscription Service is 

operational, calculated on a monthly basis by UpTime Robot. 

1.13. User Administration Support: Support for issues impacting the usability of 

the Subscription Service that can be addressed through adjustments to User access 

privileges, processes, or procedures. 

.  

2. SERVICE LEVEL COMMITMENTS  

2.1. Happydance shall use commercially reasonable efforts to ensure that the 

Subscription Service is available 24 hours per day, 7 days per week (24x7), except 

during Scheduled Maintenance or Maintenance & Exclusion Events. 

2.2. Happydance’s Availability obligations do not extend to: 

a) Third-party hardware or software, including the Customer’s ATS. 

b) b) Use of the Subscription Service that is not in accordance with the 

Documentation or the reasonable instructions of Happydance. 

c) Ongoing test or training instances of the Subscription Service provided to the 

Customer. 
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2.3. Information on Subscription Service Availability and Scheduled Maintenance can be 

accessed at https://status.happydance.love. Customers may also subscribe to email 

notifications through the same page for real-time updates. 

 

3. SERVICE CREDITS  

3.1. Uptime Percentage Report: At the end of each Quarter, Happydance shall provide 

the Customer with an Uptime Percentage Report via email (to the administrative 

Authorized User or another designated Customer representative). This report will 

detail the Availability of the Subscription Service during the applicable Quarter. 

3.2. Service Credit Eligibility: If the Uptime Percentage for any given calendar month, as 

identified in the Uptime Percentage Report, falls below the applicable Service Level 

(as specified in the table below and corresponding to the Customer's Support 

Package), and the Customer has complied with all requirements set forth in this 

section, the Customer shall be entitled to request a Service Credit. 

 

 
Support Package 
 

 
Service Level Credit Applicability 

 
Standard Support 
 

 
<95.0% 
 

 
Elite Support 
 

 
<99.9% 

 

3.3. Service Credit Calculation and Application: 

a) The Service Credit will be equal to 10% of the Customer’s Subscription Service 

fees (excluding fees paid for Partner Services) attributable to the corresponding 

month, calculated on a straight-line, pro-rated basis for any fees paid in advance. 

b) Happydance shall apply any Service Credit as a reduction against future 

Subscription Service payments owed by the Customer. 

c) The Service Credit is the Customer’s sole and exclusive remedy for any failure by 

Happydance to meet the Availability commitments outlined in this SLA. 

 

https://status.happydance.love/
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4. SERVICE CREDITS ELIGIBILITY  

a) Eligibility Requirements: To be eligible for Service Credits under this SLA, the 

Customer must: 

i) Submit a Downtime Ticket: 

• Report the details of the applicable Downtime event by submitting a ticket to 

Happydance within fifteen (15) days of the Downtime event. 

• The ticket must include the dates, times, and a description of the event. 

ii) Submit an SLA Credit Ticket: 

• Submit a further ticket specifically requesting the SLA Credit within fifteen 

(15) days of receiving the Uptime Percentage Report. 

• The SLA Credit ticket must include: 

(a) "SLA Claim" as the subject. 

(b) Reference to the original Downtime ticket or provide the dates and times 

of the Downtime. 

b) Ineligibility Conditions: The Customer will not be eligible for any Service Credits if: 

i) The Customer fails to follow the instructions outlined in this section. 

ii) The Customer has overdue and outstanding payments owed to Happydance. 

iii) The Customer does not renew their contract for the Subscription Service. 

iv) The Customer is in breach of the Agreement. 

 

5. Backups And Continuity 

Happydance will maintain backups and disaster recovery processes in line with its 

internal policies and will use reasonable endeavours to restore service promptly following 

any failure of the Platform hosting environment. 

 

6. Customer Responsibilities 

6.1. The Customer must promptly provide any information, access, or co-operation 

reasonably required to enable Happydance to deliver hosting services.  

6.2. The Customer must not attempt to alter or interfere with Happydance’s hosting 

configuration or security measures without Happydance’s prior written consent. 
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7. Customer-Managed CDN Exception 

7.1. At Happydance’s sole discretion, and only where the Customer is on a dedicated 

hosting plan, Happydance may permit the Customer to route traffic from a third-party 

CDN into the Happydance-managed environment.  

7.2. Where this is agreed: 

a) edge-layer protections (including WAF, bot protection and rate limiting) may be 

disabled or bypassed; 

b) perimeter security becomes the Customer’s sole responsibility; and 

7.3. Happydance shall not be liable for any outage, security incident, or performance 

issue resulting from such configuration. 

7.4. The Customer must provide accurate details of its  CDN configuration and maintain 

them at all times. Failure to do so may result in suspension of the relevant Careers 

Website. 

 

8. Third-Party Providers And Dependencies 

The Happydance Platform relies on third-party providers (including Microsoft Azure and 

Cloudflare) for certain infrastructure and network services. While Happydance manages 

these relationships and monitors performance, outages or limitations arising solely from 

such providers are excluded from availability calculations and do not constitute a breach 

of this SLA. 

 

9. SUPPORT SERVICES 

9.1. Scope of Support Services: Happydance will provide support services via its 

Support Desk to assist the Customer in resolving ticketed Technical Issues. The 

scope of Support Services does not include: 

a) Physical installation or removal of the API, Supplier Software, or any associated 

Documentation. 

b) On-site visits to the Customer’s premises. 

c) Professional services related to the Subscription Service, including but not limited 

to custom development, data modeling, training, or knowledge transfer. 

d) Setup, configuration, or ongoing use of the Subscription Service. 

9.2. Customer Stakeholder Group Responsibilities: The Customer will ensure that 

Authorized Users address all Technical Issues through the designated Customer 
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Stakeholder Group prior to escalating to Happydance’s Support Desk. The 

Customer Stakeholder Group will: 

a) Validate and provide detailed steps to reproduce the issue reported to 

Happydance Support. 

b) Resolve procedural Technical Issues internally where possible. 

c) Provide first-level User Administration Support to Authorized Users. 

d) Report all unresolved Technical Issues via a Support ticket. 

e) Provide additional information, including testing and analysis data, to assist 

Happydance in resolving reported issues. 

 

10. SUPPORT TICKETS 

a) Raising a Ticket: The Customer shall raise a Support ticket by submitting a request 

via the Support Portal at https://support.happydance.love. 

b) Case Number Assignment: Each Support ticket will be assigned a unique case 

number by Happydance. This case number must be referenced by both parties in all 

correspondence related to the specific ticket. 

c) Response and Support Period: Happydance shall respond to Support requests via 

the Support Portal during the Support Period, which varies depending on the 

Customer’s Support Package, as detailed below: 

 
Support Package 
 

 
Support Period 

 
Standard Support 
 

 
9:00 AM – 5:00 PM (UK Time) 
9:00 AM – 5:00 PM (Eastern Standard 
Time) 
 

 
Elite Support 
 

 
24 hours, Monday – Sunday 

 

11. RESPONSE TIMES  

During the Support Period, Happydance shall use commercially reasonable efforts to 

respond to support requests within the Target Initial Response Times outlined below, 

based on the Customer’s Support Package and the severity of the issue: 

https://support.happydance.love/
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Product Code  
 

Severity Level 
Standard Package 
Target Response Time 

Elite Package Target 
Response Time 

 
Level 1 
 

Critical 3 Hours 1 Hour 

 
Level 2 
 

High 6 Hours 2 Hours 

 
Level 3 
 

Medium 12 Hours 8 Hours 

 
Level 4 
 

Low 3 Days 24 Hours 

 

12. CASE PRIORITISATION 

All tickets submitted by the Customer will be classified as either a Technical Issue or a 

Non-Technical Issue and assigned a Priority Code based on severity, as detailed below:  

Priority Codes: 

a) Level 1 - Critical: 

• An emergency condition that renders the use or continued use of one or more 

critical functions of the Subscription Service impossible or significantly 

impaired. 

• Requires an immediate solution that is not already available to the Customer. 

b) Level 2 - High: 

• A Technical Issue that materially impairs substantial features of the 

Subscription Service for a large number of Users. 

• No reasonable workaround is available. 

c) Level 3 - Medium: 

• A Technical Issue that impairs a feature of the Subscription Service for a 

single or small group of Users. 

• A reasonable workaround is available. 

d) Level 4 - Low: 

• A Technical Issue that involves: 

I. A routine inquiry regarding technical issues. 

II. Requests for information about application capabilities, navigation, 

installation, or configuration. 
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III. Bugs affecting a small number of Users without significant operational 

impact. 

 

13. ESCALATION PROCESS  

The escalation process ensures timely resolution by involving appropriate management 

levels as needed. The escalation steps are as follows: 

a) Customer Success Manager: The Customer may initially escalate the issue to 

their assigned Customer Success Manager for further assistance. 

b) COO / Managing Director: If the issue remains unresolved, the Customer may 

request escalation to the Happydance COO / Managing Director for review and 

resolution. 

 


