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See the failure before it happens.


Appendix A — Service Level Agreement
This Appendix A applies to the renewed master services agreement between Aurora Dynamics and Kestrel Logistics effective Thu 1 Oct 2026.
	The monthly availability commitment has been raised from 99.5% in the prior contract to 99.9% monthly in this renewal appendix.


A1  Availability Commitment
Aurora Dynamics commits that the covered production service will achieve 99.9% monthly availability, measured for each calendar month during the renewal term.
Availability is calculated using monitored production service status after excluding approved planned maintenance and exclusions stated in this Appendix A.
For availability commitment, the response or operating record shall be detailed enough for procurement, legal, engineering, delivery, and service teams to understand the obligation without a clarification call. Evidence shall identify accountable roles, review cadence, assumptions, and the control used to confirm continuing performance. Reference 1.
The party responsible for availability commitment shall maintain a durable audit trail showing decisions, approvals, exceptions, issues, and remediation activity. Assertions that cannot be linked to an operating process, measurable threshold, or named owner may be treated as unsupported during review. Reference 2.
Where availability commitment depends on information from another team, the dependency shall be stated explicitly with timing, format, escalation path, and consequences of delay. Silence, broad reservation, or informal side agreement shall not change the written obligation. Reference 3.
Governance for availability commitment shall be practical rather than ceremonial: the parties expect clear agenda items, current risk status, evidence-based decisions, and prompt escalation before a service, security, commercial, or delivery issue becomes material. Reference 4.
Records for availability commitment shall be retained in a form that permits reconstruction of the relevant event, approval, calculation, or service decision. The record should be understandable to a reviewer who was not present when the matter was originally discussed. Reference 5.
A2  Measurement Method
Availability is measured using 5-minute polling intervals.
Planned maintenance is excluded from availability calculations when notified through the agreed service channel and performed within the approved maintenance window.
For measurement method, the response or operating record shall be detailed enough for procurement, legal, engineering, delivery, and service teams to understand the obligation without a clarification call. Evidence shall identify accountable roles, review cadence, assumptions, and the control used to confirm continuing performance. Reference 1.
The party responsible for measurement method shall maintain a durable audit trail showing decisions, approvals, exceptions, issues, and remediation activity. Assertions that cannot be linked to an operating process, measurable threshold, or named owner may be treated as unsupported during review. Reference 2.
Where measurement method depends on information from another team, the dependency shall be stated explicitly with timing, format, escalation path, and consequences of delay. Silence, broad reservation, or informal side agreement shall not change the written obligation. Reference 3.
Governance for measurement method shall be practical rather than ceremonial: the parties expect clear agenda items, current risk status, evidence-based decisions, and prompt escalation before a service, security, commercial, or delivery issue becomes material. Reference 4.
Records for measurement method shall be retained in a form that permits reconstruction of the relevant event, approval, calculation, or service decision. The record should be understandable to a reviewer who was not present when the matter was originally discussed. Reference 5.
A3  Service Credit
If Aurora Dynamics fails to meet the 99.9% monthly availability commitment, Kestrel Logistics is entitled to a service credit equal to 15% of the monthly fee for the month in which the failure occurred.
The monthly fee for credit calculation is the annual fee divided by 12. The credit basis is explicitly not limited to the affected service, affected module, affected asset group, affected region, or any narrower allocation of fees.
There is no annual cap on credits under this Appendix A.
For service credit, the response or operating record shall be detailed enough for procurement, legal, engineering, delivery, and service teams to understand the obligation without a clarification call. Evidence shall identify accountable roles, review cadence, assumptions, and the control used to confirm continuing performance. Reference 1.
The party responsible for service credit shall maintain a durable audit trail showing decisions, approvals, exceptions, issues, and remediation activity. Assertions that cannot be linked to an operating process, measurable threshold, or named owner may be treated as unsupported during review. Reference 2.
Where service credit depends on information from another team, the dependency shall be stated explicitly with timing, format, escalation path, and consequences of delay. Silence, broad reservation, or informal side agreement shall not change the written obligation. Reference 3.
Governance for service credit shall be practical rather than ceremonial: the parties expect clear agenda items, current risk status, evidence-based decisions, and prompt escalation before a service, security, commercial, or delivery issue becomes material. Reference 4.
Records for service credit shall be retained in a form that permits reconstruction of the relevant event, approval, calculation, or service decision. The record should be understandable to a reviewer who was not present when the matter was originally discussed. Reference 5.
A4  Exclusions
The following are excluded from availability calculations: planned maintenance, unavailability caused by Kestrel Logistics systems or connectivity, misuse, agreed suspension, emergency maintenance required to protect service integrity, and circumstances outside Aurora Dynamics reasonable control.
For exclusions, the response or operating record shall be detailed enough for procurement, legal, engineering, delivery, and service teams to understand the obligation without a clarification call. Evidence shall identify accountable roles, review cadence, assumptions, and the control used to confirm continuing performance. Reference 1.
The party responsible for exclusions shall maintain a durable audit trail showing decisions, approvals, exceptions, issues, and remediation activity. Assertions that cannot be linked to an operating process, measurable threshold, or named owner may be treated as unsupported during review. Reference 2.
Where exclusions depends on information from another team, the dependency shall be stated explicitly with timing, format, escalation path, and consequences of delay. Silence, broad reservation, or informal side agreement shall not change the written obligation. Reference 3.
Governance for exclusions shall be practical rather than ceremonial: the parties expect clear agenda items, current risk status, evidence-based decisions, and prompt escalation before a service, security, commercial, or delivery issue becomes material. Reference 4.
A5  Reporting and Claims
Aurora Dynamics shall provide monthly service level reporting showing availability, excluded periods, polling results, incidents, problem records, and any credit calculation.
For reporting and claims, the response or operating record shall be detailed enough for procurement, legal, engineering, delivery, and service teams to understand the obligation without a clarification call. Evidence shall identify accountable roles, review cadence, assumptions, and the control used to confirm continuing performance. Reference 1.
The party responsible for reporting and claims shall maintain a durable audit trail showing decisions, approvals, exceptions, issues, and remediation activity. Assertions that cannot be linked to an operating process, measurable threshold, or named owner may be treated as unsupported during review. Reference 2.
Where reporting and claims depends on information from another team, the dependency shall be stated explicitly with timing, format, escalation path, and consequences of delay. Silence, broad reservation, or informal side agreement shall not change the written obligation. Reference 3.
Governance for reporting and claims shall be practical rather than ceremonial: the parties expect clear agenda items, current risk status, evidence-based decisions, and prompt escalation before a service, security, commercial, or delivery issue becomes material. Reference 4.
	Item
	Renewal position

	Availability commitment
	99.9% monthly; raised from 99.5% in the prior contract.

	Service credit
	15% of the monthly fee.

	Credit basis
	Annual fee divided by 12; explicitly not the affected service.

	Annual cap on credits
	No annual cap on credits.

	Measurement
	5-minute polling.

	Planned maintenance
	Excluded when approved and notified.


For service level administration, the response or operating record shall be detailed enough for procurement, legal, engineering, delivery, and service teams to understand the obligation without a clarification call. Evidence shall identify accountable roles, review cadence, assumptions, and the control used to confirm continuing performance. Reference 1.
The party responsible for service level administration shall maintain a durable audit trail showing decisions, approvals, exceptions, issues, and remediation activity. Assertions that cannot be linked to an operating process, measurable threshold, or named owner may be treated as unsupported during review. Reference 2.
Where service level administration depends on information from another team, the dependency shall be stated explicitly with timing, format, escalation path, and consequences of delay. Silence, broad reservation, or informal side agreement shall not change the written obligation. Reference 3.
Governance for service level administration shall be practical rather than ceremonial: the parties expect clear agenda items, current risk status, evidence-based decisions, and prompt escalation before a service, security, commercial, or delivery issue becomes material. Reference 4.
Records for service level administration shall be retained in a form that permits reconstruction of the relevant event, approval, calculation, or service decision. The record should be understandable to a reviewer who was not present when the matter was originally discussed. Reference 5.
For service level administration, the response or operating record shall be detailed enough for procurement, legal, engineering, delivery, and service teams to understand the obligation without a clarification call. Evidence shall identify accountable roles, review cadence, assumptions, and the control used to confirm continuing performance. Reference 6.
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