SERVI CE LEVEL AGREEMENT - DOVANENNAME

Service Level Comm tnent and Perfornmance St andards

Version: 1.0 Effective Date: 18th May 2026 Conpany: CRI SALEO LI M TED
Operati ng Donmi ns: domanennane. com | domanennane.it | domanennane. eu
| domanennane. us | domanennane. de

Governing Law. The | aws of England and Wal es \(English Law)
Jurisdiction: Courts of England and Wales Statutory Basis: Sale of
Goods Act 1979, Supply of Services Act 1982, Unfair Contract Terns
Act 1977

1. | NTRODUCTI ON

This Service Level Agreenent \("SLA"\) establishes the m ni num service
standards and perfornmance targets that Domanennane commits to

deliver. This SLA is binding on CRI SALEO LI M TED and provi des

renedies if we fail to neet these standards.

Applicability:

- Applies to all domain registration, renewal, transfer, and
managenent services

- Applies to control panel availability and custonmer support

- Effective date: 18th May 2026

- Revi ewed annual Iy and updated as required

Cust oner Acknow edgnent :

- Custoners accept this SLA by registering a domain or using
services

- Explicit acceptance required for premum SLA tiers \(if offered\)

- Non-acceptance term nates the servi ce agreenent

2. SERVI CE DEFI NI TI ONS

2.1 Core Services Covered

2.1.1 Domain Registration Service

- Real -tine donmain availability checking

- Domain registration with | CANN-accredited registrars
- WHO S dat abase publication

Control panel access provisioning

Initial DNS nameserver configuration
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2.1.2 Domai n Renewal Service

- Renewal processing \(manual and automatic\)

- Grace period renewal processing \(within 30 days of expiration\)
- Redenption period recovery \(within 60 days of grace period\)

- Renewal confirmation delivery

- Registry update confirmation

2.1.3 Domain Transfer Service

- Transfer authorization and EPP code provision
- Transfer request subm ssion to registry

- Transfer status nonitoring

- Registry confirmati on coordination

- Domai n | ock/ unl ock managenent

2.1.4 Control Panel Service

- 24/ 7 access to domai n managenent dashboard
- DNS managenent and nanmeserver updates

- WHO S privacy activation/deactivation

- Automatic renewal configuration

- Billing and account nmanagemnent

2.1.5 Custonmer Support Service

- Emmil support: support @omanennane. com
- Ticketing systemvia control panel

- Hel p docunentation and know edge base
- Community foruns \(optionall\)

2.2 Services NOT Covered by SLA
The followi ng services are explicitly NOT covered by this SLA:

- Web hosting services \(not provided by Domanennane\)
- Email hosting \(not provided by Domanennane\)
- SSL certificates \(separate service, subject to certificate) Tj ETBT/F1 11 Tf

- Website builders \(not provided by Domanennane\)

- DNS hosting \(third-party service, separate SLA may apply\)
- Third-party applications accessed via donmain

- Regi stry outages \(beyond Domanennane control\)

- Custoner negligence \(lost credentials, security breaches\)
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3. CONTROL PANEL UPTI ME TARCGET

3.1 Uptine Commitnment
Target Uptine: 99.5% nmeasured nonthly

Calculation Formula: ‘* Uptime %= \(Total Mnutes in Month -) Tj ETBT/F1 11 Tf

Mont hly Uptinme Targets:

| Uptinme Target | Acceptable Downtinme per Month | |---]---] | 99.9%
| 43 minutes | | 99.5% | 216 minutes \ (3.6 hours\) | | 99.0% | 432
mnutes \ (7.2 hours\) | | 95.0% ]| 1,440 nminutes \ (24 hours\)

Current Comm tnent: 99.5%

3.2 Downti ne Excl usions

Downtinme is NOT counted against SLA targets if caused by:

3.2.1 Schedul ed Mai nt enance

- Planned mai nt enance wi ndows announced 72 hours in advance

- Security patches and critical updates

- Dat abase optim zation and backups

- Maxi mum 4 hours per nonth schedul ed mai nt enance

- Schedul ed outsi de peak hours \(outside 08:00-18:00 UTQ)

- Mai ntenance perfornmed on weekends or off-peak tinmes when possible

3.2.2 Events Beyond Domanennanme Contr ol

- Registry systemfailures \(OpenProvider, eNom Ascio, Twcomns\)
- 1 CANN system outages or unavailability

- Internet service provider \(lISP\) outages

- DNS propagation del ays

- Distributed Denial of Service \(DDoS\) attacks

- Cloudflare or CDN provider failures

- Natural disasters or force najeure events

- CGovernnent or regulatory action

3. 2.3 Custoner-Caused | ssues

- Incorrect customer DNS configuration

- Custoner domain nane server failures

- Custoner malware or security conprom se

- Custoner account credential |oss

- Excessive APl requests exceeding rate linmts

Domanenname - Senplice, veloce e puntuale, come gestire un doni nio.
www. domanennane. com | i nf o@onanennane. com - Part of Crisaleo Linited



3.3 Monitoring and Measurenent

Uptine Monitoring:

- Monitored 24/7/365 by automated systens

- Real -tine dashboards tracking availability

- Third-party nonitoring verification \(optionall)
- Monthly uptine reports provided to custoners
Moni toring Tool s:

Aut omat ed status checks every 5 nminutes

Synthetic transaction nonitoring
- User experience nonitoring frommultiple geographic |ocations

Incident alerting to operations team

3.4 Uptine Reporting
Mont hly Reports:

- Provided within 7 days of nmonth end

- Detail ed breakdown of any incidents

- Root cause analysis for significant outages
- Corrective actions inplenmented

- Available at: https://status.donanennamne. com

4. SUPPORT RESPONSE TI MES

4.1 Support Ticket Response Tines
Emai | Support Tiers:

| Priority Level | Response Tine | Max Resolution Tine
|---|---]---] | Critical | 1 hour | 4 hours | | High | 4 hours | 24
hours | | Medium| 24 hours | 72 hours | | Low | 48 hours | 10

busi ness days |

4.2 Critical Issues \(1-Hour Response\)
Qualifies as Critical:

- Domai n expired and redenption period ending within 24 hours
- Domai n | ocked/inaccessi ble affecting active busi ness

- Malicious activity or security conprom se confirned

- Account conprom se or unauthorized access

- Paynment processing failure preventing renewal

- Registry registration failed due to Domanennane error
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Support Channel : support @omanennane. com \ (mark subj ect "CRI TI CAL"\)
First Line Support:

- Assessnent and i ssue categorization
- I medi ate troubl eshooting steps
- Escalation to specialist teamif needed

4.3 High Priority Issues \(4-Hour Response\)
Qualifies as High:

- DNS configuration problenms preventing website access
- Email not reaching custonmer due to Domanennane error
- Domain renewal failed with customer account error

- Transfer in progress stalled at registry

- Control panel functionality degraded

- WHO S privacy activation/deactivation failing

4.4 Medium Priority Issues \(24-Hour Response\)
Qualifies as Medi um

- Ceneral control panel technical issues
- Billing inquiries and paynent issues

- Account access probl ens

- Naneserver update requests

- WHO S data correction requests

- Docunent ati on or gui dance requests

4.5 Low Priority Issues \(48-Hour Response\)
Qualifies as Low

- Feature requests and suggestions
- General inquiries and infornmation
- Account setup questions

- Service upgrade inquiries

- Feedback and surveys

- Non-urgent account updates

4.6 First Line Support Escal ation
If first-line support cannot resolve within target tine:
Escal ati on Pat h:

1. First Line \(Domanennane\): Level 1 support agents
2. Second Line \(Domanennane\): Specialist technical team
3. Third Line \(Registry Partners\): OpenProvider, eNom Ascio, Twcons
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escal ati on teans

4. Final Escalation \(ICANN\): If registry issues require | CANN
i nvol venent

Escal ati on Ti nel i nes:

- High priority issues escalated if unresolved after 2 hours

- Mediumpriority issues escalated if unresolved after 12 hours

- Low priority issues escalated if unresolved after 5 business days
4.7 Response Tinme Definition

Response Ti ne Means:

- First substantive reply acknow edgi ng the issue

Provi si on of troubl eshooting steps or information
- NOT necessarily resolution of the issue

Ti cket status update and escal ati on plan provi ded

5. DOVAI N REG STRATI ON TI MEFRAMES

5.1 Standard Registration Processing

Tinmeline from Payment to Domai n Activati on:

| Step | Tinmeframe | Status | |---|---]---] | Paynent processing
Imediate - 30 nminutes | Confirmed | | Registry subm ssion | 30
mnutes - 2 hours | Submitted | | Registry processing | 2 hours - 24
hours | Processing | | Registry confirmation | Wthin 24 hours

Regi stered | | WHO S publication | Wthin 48 hours | Public | | DNS
activation | Inmediate | Available |

Total Time to Active Domain: 24-48 hours typically

Quar ant eed Maxi mum 72 hours \ (3 days\) from paynent

5.2 Expedited Registration \(Prem um Service\)
If avail able, expedited registration targets:

- Registry subm ssion: Wthin 15 m nutes

- Domain activation: Wthin 6 hours

- Additional fee may apply

5.3 Bul k Registration Service

For multiple donain registrations sinultaneously:
Processing Tineline:

- Batches processed in order received
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- Standard rate: 10-50 domai ns per hour
- Bul k discounts avail able for 50+ domai ns
- Dedi cat ed account nanager assigned

5.4 Registry-Specific Tinmefranes
Different registries have different requirenents:

| Registry | Typical Processing | Max Guaranteed | |[---|---|---] |
.com\(VeriSign\) | 5 mnutes | 24 hours | | .net \(VeriSign\) | 5
mnutes | 24 hours | | .org \(Public Interest Registry\) | 10 m nutes

| 24 hours | | .eu \(EURid\) | 1-2 hours | 48 hours | | .de \(DENICQ\) |
2-4 hours | 48 hours | | .it \(IIT\) | 1-2 hours | 48 hours | |
Country-code TLDs | 1-24 hours | Varies by registry |

6. RENEWAL PROCESSI NG TI MEFRAMES

6.1 Standard Renewal Processing
Manual Renewal via Control Panel:

| Period | Tineline | Process | |---|---]---|] | Before expiration
date | Imediate \(within 1 hour\) | Process inmediately | | Wthin
30-day grace period | Wthin 24 hours | Expedited processing |
Wthin 60-day redenption period | Wthin 48 hours | Recovery with
penalty | | After redenption period | Not available | Domain
registration |ost |

6.2 Automati c Renewal Processing
Aut omati ¢ Renewal Tineline:

- Renewal initiated 30 days before expiration

- Paynment processed 30 days prior to expiration
- Domai n renewed automatically on renewal date
- Confirmation email sent within 24 hours

If Automatic Renewal Fails:

Custoner notified i mediately

- Retry attenpted daily for 7 days

Al ternative paynent method requested
Manual renewal offered via control panel

6.3 Late Renewal \ (G ace Period\)
If domain expires wthout renewal

- Grace Period Duration: 30 cal endar days
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- Grace Period Renewal Cost: Standard renewal price \(no penalty\)
- Renewal Processing: Wthin 24 hours

- Confirmation: Email notification within 48 hours

- Domai n Reactivation: Immediate after registry confirmtion

6.4 Redenption Period
If renewal |apses past grace period:

- Redenption Period Duration: 30 cal endar days \(after grace period\)

- Redenption Cost: Standard renewal price + recovery penalty
\(typically $100-300\)

- Penalty Justification: Registry redenption fee inposed by | CANN

- Processing Time: Wthin 48 hours

- Quaranteed Result: Registry nust accept redenption request

7. TRANSFER PROCESSI NG TI MEFRAMES

7.1 Transfer In Tineline
Domai n transfer from another registrar to Domanennane:

| Step | Tineframe | Responsibility | |---]---]---] | Transfer
initiation | Imediate \(within 1 hour\) | Domanennanme | | Previous
registrar notification | Wthin 24 hours | Previous registrar \(I1CANN) Tj ETBT/

Domanennane | | Registry transfer request | Wthin 24 hours
Domanennane | | Transfer confirmation window | 5-7 days | Registry

\ (I CANN standard\) | | Registry transfer conpletion | Wthin 7-10 days
| Registry | | Control panel access | |Immedi ate upon registry

transfer | Domanennane |
Total Transfer Tinme: 7-10 cal endar days typica

Guar ant eed Maxi mum 14 days frominitiation

7.2 Transfer Qut Tineline

Donmai n transfer from Domanennanme to another registrar

| Step | Tinmeframe | Process | |---|---]---] | Transfer request
submi ssion | Inmediate | Via control panel | | Domain unl ock

Wthin 1 hour | Automatic | | EPP code generation | Wthin 1 hour
Automatic, emailed to registrant | | Registry transfer initiation
Wthin 24 hours | Newregistrar initiates | | Transfer confirmation
| Wthin 5-7 days | Registrant confirnms via email | | Registry

conpletion | Wthin 7-10 days | Registry processes |
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Domanennane Responsibility: 24 hours to provide EPP code

New Regi strar Responsibility: Transfer conpletion within 7-10 days

7.3 Transfer Authorization
Aut hori zation requirenents:

- Domai n must not be | ocked by previous registrar
- Admin contact emmil verification required
- EPP/aut hori zati on code required

- I CANN rules: 60-day waiting period after transfer before
retransfer

8. WHAT | S COVERED BY SLA

8.1 SLA Cover age

These issues trigger SLA conpensation:

8.1.1 Registry Registration Failure

- Registration submtted but not confirnmed by registry
- Registry returns error due to Domanenname error

- Domain renmi ns unregi stered after 72 hours

- Remedy: Full refund + conpensation

8.1.2 Renewal Failure

- Automatic renewal triggered but paynent not processed
- Domai n expires when custoner had sufficient funds

- Domai n not renewed during grace period due to Domanennanme system
failure

- Remedy: Enmergency renewal cost covered + conpensation

8.1.3 Transfer Failure

- Transfer initiated but not submtted to registry within 24 hours
- EPP code not provided within 4 hours w thout explanation

- Transfer stalls due to Domanennane error

- Remedy: Transfer fees reinbursed + conpensation

8.1.4 Control Panel Qutage

- Control panel unavail abl e during business hours
- Database or APl failures preventing access

- Downtinme exceeds 99.5% nonthly target

- Remedy: Service credit \(see section 9\)
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8.1.5 Support Response Del ay

- Critical issue not acknow edged within 1 hour

- High priority issue not responded to within 4 hours

- Mediumpriority issue not responded to within 24 hours
- Remedy: Service credit \(see section 9\)

8.1.6 Billing Errors

- Incorrect charges due to systemerror

- Duplicate charges due to systemfailure

- Overcharge conpared to agreed rate

- Renedy: Refund of overcharge + conpensation

8.1.7 Data Loss

- Custoner data | oss due to Domanennane negligence

- WHO S data corruption or |oss

- DNS configuration |oss due to system error

- Remedy: Data restoration + conpensation + service credit

8.2 Conditions for SLA Conpensation
To qualify for SLA conpensation

1. Custoner nmust be current on paynents - accounts in arrears
ineligible
2. lssue nust be docunented - ticket opened with support

3. Domanennane fault required - custoner error or registry issues
excl uded

4. Claimsubmtted within 30 days - late clains not accepted
5. Docunented evi dence provided - proof of inpact required

9. COVPENSATI ON FOR SLA BREACHES

9.1 Service Credits
When conpensation is due:

| Type of Breach | Inpact | Service Credit | Maxi num per Month
|---1---]---1---1 | Control panel downtine \(99.5% exceeded\) | Unable

to nanage domain | 10% nonthly fee | 30% nonthly fee | | Contro

panel downtime \(95-99.4%uptinme\) | Degraded access | 5% nonthly fee

| 15% nmonthly fee | | Critical support \(>2 hour response\) | Business

i npacted | 15% nonthly fee | 25% nonthly fee | | High support \(>8) Tj ETBT/F1

| | Registration failure \(>72 hours\) | Domain not registered | 50%
registration fee | Full refund | | Renewal failure \(entered) Tj ETBT/F1 11 Tf 1

- | | Data loss | Data unrecoverable | 100% refund + $500 credit | -

| . . o
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9.2 Credit Application

Service credits automatically appli ed:

Revi ewed nont hly agai nst performance netrics
Applied to next billing cycle automatically
Credited to custonmer account bal ance

- Alternative: Refund issued if requested in witing
Request Process:

- Autonmatic review of SLA netrics nonthly

- Notice sent if credits due

- Custoners nay request expedited review

- Manual review avail able for disputed credits

9.3 Service Credit Limtations
I nportant Limitations:

- Maximum nonthly credit: 30% of nonthly service fees

- Maxi mum annual credit: 50% of annual service fees

- Exclusive renedy: Service credits are sole renmedy for SLA breaches

- No conpounding: Credits do not apply to credits thensel ves

- No cash reinbursenent: Credits apply to future services only

- Account credit maxi num $500 per year \(unless otherwise) Tj ETBT/F1 11 Tf 1 C

These limtations are:

- Reasonabl e given the | ow cost of domain registration services
- Standard in donmain registration industry
- Non-wai vabl e unl ess agreed in prem um SLA contract

9.4 Exceptions to Conpensation
No conpensation if breach caused by:

- Custoner negligence or error

- Custoner security conpronise

- Third-party provider failure \(registry, paynent processor\)

- Force mmjeure event \(natural disaster, war, government action\)
- Custoner failure to provide required information

- Custoner’s decision to not use automatic renewal

10. LI M TATIONS OF LIABILITY
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10.1 Liability Caps
Under no circunstances shall Domanennane be |iable for

1. Indirect danmges
- Loss of revenue
- Loss of profits
- Loss of business opportunity
- Loss of data \(except direct data | oss\)
- Loss of reputation or goodw ||
2. Consequential damages
Busi ness interruption
- Loss of use of domain

- Third-party clains
- Custoner clainms fromwebsite visitors
3. Total Liability Cap
- Standard domai ns: Maxi num 2 nont hs of service fees
- Hi gh-vol une custoners: Maxi mum 3 nonths of service fees
- Prem um SLA custoners: Maxi num 12 nont hs of service fees

10.2 Liability Exclusions
Domanennane not |iable for:

- Domai n nanme expiration \(customer responsibility to renew)
- Incorrect DNS configuration by custoner

- Website content or hosted materi al

- Malware or security issues on custoner website

- Spamoriginating from custoner domain

- Phishing or fraud using custoner domain

- Email deliverability issues

- Web hosting performance

- Registry errors or failures

10. 3 Customer Responsibility
Cust orrer assunes full responsibility for

- Selecting and regi stering domai n nane

- Conpliance with trademark and copyright |aws
- Dommi n content and uses

- DNS and naneserver configuration

- Website security and mal ware protection

- Paynment information accuracy

- Account security and credentials

- Tinmely renewal of domain nanmes
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11. PREM UM SLA TI ERS

11.1 Optional Prem um SLA Services

Prem um SLA services avail able for

11.1.1 Pl ati num SLA

Uptine Target: 99.9%

Critical Support: 30-m nute response
Hi gh Support: 2-hour response

Dedi cat ed account manager: Yes

Mont hly cost: +3$50

11.1.2 Gold SLA

Uptine Target: 99.8%

Critical Support: 1-hour response
Hi gh Support: 4-hour response
Priority ticketing: Yes

Mont hly cost: +3$25

11.1.3 Silver SLA \(Standard\)
Uptine Target: 99.5%

Critical Support: 1-hour response
Hi gh Support: 4-hour response
Standard ticketing: Yes

Mont hly cost: | ncluded

11.2 Prem um SLA Enrol | ment

addi ti onal fee:

To enroll in prem um SLA:

1. Select SLA tier during domain registration or account setup
2. Agree to premum SLA ternms

3. Additional nonthly fee charged on invoice

4. Service credits increased per tier

12. EXCLUSI ONS & DI SCLAI MERS

12.1 Explicit Exclusions
This SLA does NOT apply to:

- Tenporary service disruptions:
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- Regi stry outages: Beyond Donanenname contro

- DDoS attacks: Unl ess Domanennane’s security failed

- I CANN policy changes: Affecting domain registration

- Custoner-requested changes: To donain status or settings

- Third-party services: SSL certificates, hosting, email, DNS
- Emergency services: Beyond standard SLA hours

- Free or trial domains: Different terns may apply

12.2 "AS | S" Discl ai nmer
Services provided "as is" wthout warranty of:

- Uninterrupted availability

- Error-free operations

- Fitness for particul ar purpose
- Third-party conpatibility

- Busi ness success

12. 3 Force Mj eure
SLA suspended during force mjeure events:

- Natural disasters \(earthquakes, floods, storns\)
- War, terrorism or governnent action

- Cvil unrest or rioting

- Pandem cs or health energencies

- Events wholly beyond reasonable contro

13. COVPLAI NT PROCEDURE

13.1 Reporting SLA Breaches
To report an SLA breach

1. Contact Support: support @onanenname. com

2. Subject Line: "SLA Conplaint: [Domain Nane]"

3. Include: Domain name, affected service, dates/times, inpact
4. Attach: Screenshots or |ogs as evidence

13.2 Revi ew Process
SLA conpl aint revi ew.

1. Ticket logged and prioritized

2. Technical teaminvestigation \(3 business days\)

3. Analysis against SLA terns

4. Response with findings and conpensation \(if applicable\)
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5. Appeal process available for disputes

13. 3 Escal ati on
If unsatisfied with revi ew

Request escal ati on to managenent

Managenent review within 10 busi ness days

Fi nal deci si on conmuni cat ed

Di spute resolution avail able \(see D spute Resol ution docunent\)

0N R

14. SLA CHANGES & UPDATES

14.1 Policy Updates
Domanennane may update this SLA with:

- 30 days notice for negative changes \(reduced uptine, support\)
- Imredi ate notice for positive changes \(inproved uptine, reduced) Tj ETBT/F1

- Notice via enmil to registered customers

14. 2 Effective Date

Current version effective: 18th May 2026
- Updat es published with version nunber
Ongoi ng SLA conpl i ance conmm t nent

15. CONTACT | NFORNMATI ON

15.1 SLA Support
For SLA-related inquiries:

Emai | : support @omanennane. com Support Port al

htt ps://support. domanennane. com St at us Page:

htt ps://status. domanennane. com Conpany Address: 7 Bell Yard, London
Engl and, WC2A 2JR

15. 2 Escal ation
For escal ations or disputes:

Managenment Emmil: managenent @omanennane. com Legal Cont act:
| egal @onmanennane. com
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Last Updated: 18th May 2026 Version: 1.0 Approved By: CRI SALEO
LI M TED Managenent

Co- aut hor ed- by: Copi |l ot <223556219+Copi | ot @Qisers. noreply. github. cons
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