
SERVICE LEVEL AGREEMENT (SLA) 

   “Business solutions for people that count!”

Postal Address:

Physical Address: 

Business Name:

Trading Name:

Business Type:   

Reg. No:   

Vat No:      

Telephone No:   

Cell:      

Fax:      

Email:      

This contract serves as a binding contract between the following parties: 

AND 

VE Shirley T/A 

Revelation Accounting Software 
P.O. BOX 11548 
ASTON MANOR 

1630 
With Vat Number: 4130246954

Hereafter referred to as the ‘The Service Provider’ 

Company Name:

Authorized Representative Name: 

 Initial 

 Here 

 Package Serial Number

Province:

Country:

Street:

Suburb:

Code:

Post Box: 

Post Office: 

Code:

Hereafter referred to as the ‘The Client’

ID No.

Complex:

Unit:

Complex:

Block:

Town/City:

Capacity

Title

https://secure.sarsefiling.co.za/vatvendorsearch/application/VendorExactSearch.aspx
https://bizportal.gov.za/login.aspx
Vernon
Sticky Note
This form is a Prepared Form. This means that if you have Adobe DC loaded on your PC, you may open this document with Adobe DC and fill in the form electronically BEFORE Printing it.

Many of the options work on drop downs or, you may simply over-type on the spaces provided. Once Printed, please sign the Document and then send the signed form back to Revelation on sales@revelation.co.za  

If you have a Certified Digital Signature, you may use that to sign this form in the fields provided.


https://eservices.cipc.co.za/search.aspx


Serial Number: Date of Commencement: 

The provider herewith agrees to provide telephonic and Electronic/Remote Support and give releases to the Client as required from time to time, on the 
following software package(s) as stipulated in the Account Schedule below, herein after referred to as “the Software”, at the Rate(s) specified based on the 
terms and conditions laid out below on page 3 of this agreement.  

Account Schedule 

  Software    Rates 

1. 

2. 

3. 

4. 

5. 

6. 

7. 

________________________________________________________________________________________________________ 
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 Here 

Total SLA Amount (To be deducted via Debit Order)

By Initialising this page, the client agrees that this is the Total Schedule of the Software that the SLA 
Pertains to and that this Total SLA Amount is the correct initial fees that the Provider may deducted via 
Debit Order Every Month. (This amount may increase as per the fee increase clause in this contracts 
Terms & Conditions only) If new serves are required, a new SLA will have to be signed.

8.

9.



Terms and Conditions 
This contract governs both Term (Rental) and Full 

Payment software and all the terms and conditions 

apply to both, except were stipulated or referred to 

specifically 

1) SUPPORT PROVIDED BY THIS 

AGREEMENT: 

 Telephonic support during our office hours to 

maintain and/or repair the Software and data 

directly under the control of the Software. 

 Remote Support during our office hours subject 

to adequate connectivity to the remote site within 

the parameters of the Software (Not Accounting, 

network, hardware or 3rd Party issues). 

 Unlimited issuing of new or amended Software

Registration numbers when adding new 

companies or amending existing company 

names. 

 Regular version updates via internet only (Update

Button within the Software main Menu. 

 Software Annual releases (as Annual Licensing

fees are included in this Maintenance Contract 

fee). 

Support and releases will be refused if the SLA Fees 

are in arrears or it the Person contacting the Support 

Centre is deemed unauthorised or deemed a hostile 

Party due to their conduct or affiliation with opposition 

Software. This refusal will be at the discretion of the 

Support agent on duty and may be queried with top 

management at the contracting client’s request only. 

2) DURATION AND TERMINATION: 

The Agreement shall be for a period of at least twelve 

(12) months from the 1st day of the commencement 

date. Thereafter, the Agreement will automatically be 

renewed on a month to month basis until cancelled. 

After the initial twelve month period, Cancellation 

may be done, in writing, at least Thirty (30) days 

before the required cancellation. In the event of 

early cancellation a cancellation fee will be levied 

equal to the remaining period fees (to cover the 

Annual Licensing Fee). The package will then 

function as normal until the end of the paid period. 

The Provider reserve the right to terminate this 

Agreement at any time on the understanding that we 

will give the Client thirty days written notice of its 

intention to terminate the Agreement. Subject to Clause 

9 

3) MAINTENANCE FEE AND PAYMENT

THEREOF: 

Payment: 

 The contract amounts under “Rates” above shall 

be invoice (in arrears) and then collected monthly 

via debit order by The Provider. No other form of 

payment will be entertained unless authorised by 

the provider. Failure to comply with this clause 

will be deemed a breach of contract and will 

evoke the cancellation clause (9). 

 Failed Debit Orders must be Paid within 7 days of 

such failure and the Provider be notified 

accordingly. 

 In the event that the client can no longer afford 

the Rates, with special permission and ONLY 

after the initial period, the client may apply for the 

Software to be downgraded. 

 In the event of an upgrade (or Downgrade) of the 

Software (from one to another package within the 

Revelation suite of Accounting Packages), the 

Upgrade (or Downgrade) Contract nullifies and 

replaces the previous SLA Contract. The client 

will no longer be subject to any stipulations on the 

previous contracts (See ENTIRE CONTRACT). 

 The Provider reserves the right to adjust the SLA 

rates (as listed above in the Schedule) from time 

to time as market forces dictate. Please note: 

Prices are subject to change with prior notice of 

at least 30 days. 

SUPPORT AUTHORISATION 

The Client hereby agrees to give any authorized 

representative of The Provider full access to all the 

Software programs and associated data files in 

order to carry out the necessary maintenance and 

support specified herein.  

ENTIRE CONTRACT 

This form shall contain the entire Agreement between 

the Client and the Provider, cancelling and taking the 

place of all prior verbal, written or implied Agreements 

between them with respect to support of the Software. 

No modification or cancellation hereof shall be binding 

the writer and signed by both parties hereto 

GENERAL 

1. Support shall be rendered between the hours of 

8h30 to 16h00 Monday to Thursday and 8h30 to 

15h30 on Fridays excluding Public Holidays. 

Although The Provider is closed from 16 December 

to 2 January each year, limited support could be 

provided during this period from 10h00 until 14h00 

Monday to Friday, excluding Public Holidays.

2. Support will be provided by the Provider providing 

the Client complies with the following: 

 The materials required to operate the Software 

successfully comply with the technical 

specifications of the manufacturers and the 

Provider. 

 The Software is installed on appropriate 

equipment where environmental conditions, 

electricity supply, etc meet the specifications laid 

down by the Provider. 

 The backup procedures appropriate to safe-

guarding the data stored within the Software 

packages as specified by the Provider are strictly 

adhered to. 

3. The Provider shall not be held responsible in 

regards to the obligations arising from this 

Agreement or otherwise upon the occurrence of 

any one or more of the following events: 

 That the Clients fail refuses and/or neglects to 

perform or observe the provisions set for in 

paragraph 2 above. 

 That it becomes impossible for the Provider to

carry out the support specified above, temporarily 

or indefinitely, due to force majeure or Acts of 

God or other circumstances beyond reasonable 

control, such as theft, stoppage of work, labour 

unrest, delays ascribable to suppliers, flood, fire 

and accident.  

 That any breakdown of the Software covered by 

this Agreement is caused by one or more of the 

following: 

o Neglect, serious fault or without misconduct of

the Client and/or the Client’s employees. 

o Attempts by the Client to effect repairs, 

alterations or removal of any part of the 

Software. 

o  Attempts by unqualified personnel to repair or 

upgrade the equipment on which the Software 

operates. 

o Any equipment other than that of authorized 

manufacture being connected to the computer 

hardware on which the Software operates. 

o Any inherent faults or bugs present in the 

Software. 

o 3rd Party Software  and/or Virus Infections 

and/or Malware infection of any kind that could 

jeopardise the integrity of either the Software 

Package and/or the Data 

4. Although every attempt will be made to maintain 

the confidentiality of the Clients data stored under 

the control of the Software, the Provider shall not 

be held responsible for any improper use or 

disclosure by its employee’s of Client’s secrets, not 

any unlawful act committed by any of its 

employees. In no event shall the provider be liable 

for the loss of profit or any other commercial 

damage, including, but not limited to, special, 

incidental, consequential or other damages which 

may be incurred in the use of support of the 

Software. 

5. This Agreement contains all the obligations that the 

provider assumes with respect to the warranty, all 

defects and faults of the Software. 

6. The Provider shall have the right to commit in 

whole, or in part, the support of the Software to 

specialized or authorized firms. 

7. That in the case of Rented Software, the Software 

remains the property of Revelation Accounting 

Software and may not change hands to a 3rd party 

unless agreed upon by Revelation Accounting 

Software. In this event a new agreement must be 

signed by the new Rental Company and the 

Provider 

8. Any expendable accessories such as diskettes, 

tapes, ribbons, paper, etc, etc used directly in the 

support of the Software, are excluded from this 

Agreement and could be charged for on the 

Providers discretion. 

9. Should the Client fail to fulfil any of its obligations 

hereunder, the Provider shall have the right to 

terminate this Agreement. 

10. The Provider shall not be liable for costs 

incurred by the Client for any form of services 

rendered in terms of this Agreement by an outside 

party. 

The Provider and the Clients agree 

to the Terms and Conditions as set 

for in this Agreement. 
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FTP BACKUP TERMS & CONDITIONS 

FTP BACKUP TERMS & CONDITIONS 

This document regulates the relationship and 

responsibilities for the FTP backup procedure that 

Revelation now offers their clients in order to ensure 

that in the case of catastrophe, the client has a 

recovery fall back procedure for their Revelation Data 

only. This will include the following: 

 Quick Backup’s (As selected by the client 

in the System Setup => General – per 

Company) 

 Pre-Month-end Backup’s (As selected by 

the Client as per above) 

 Pre- Year-end Backup’s (As selected by 

the Client as per above) 

The Parties agree to the following responsibilities and 

implications as stipulated below: 

That the words in this contract have an explicit meaning 

and not any implied meaning open for interpretation 

unless stipulated. 

Terminology used in this document will mean the 

following: 

 Local Revelation Server or Server: The PC or 

location where the Revelation DATA is situated 

on the Network 

 FTP or FTP Location: The Off-site Location 

where the client data will be sent to on the 

Revelation Server 

 FTP Backup Manger - The Software that 

Revelation provides to move the clients data to 

the FTP Server on a regular basis as specified by 

the client per company per site. 

 The Provider - Revelation Accounting Software

and it’s authorised agents on call 

 Data - Client’s Revelation Data: The Revelation 

Man Program Data as selected by the client to be 

backed up to the FTP Server. This refers to 

Revelation Data ONLY. No other data such as 

Client documents and other PC Data will be 

backed up. 

 Data Set Limit – This Refers to the number of 

Companies data that each Revelation Package 

may back up to the FTP Server. This is 

determined by the type of package that you own 

or Rent. You may purchase more datasets from 

Revelation if Required. 

o Upstart – 1 Company data Set

o Achiever – 2 Company Data Sets
o SBE – 3 Company Data Sets 

o Enterprise – 5 Company Data Sets

o Empire Builder – 1 Company Data 

Set

That the Client agrees that the Provider is providing a 

LOCATION ONLY for the Revelation backups to take 

place onto, and that the client remains responsible to 

check their own backup’s on a regular basis via the 

Backup tools that the Revelation software provides in 

the FTP Backup Manager. 

PLEASE NOTE: That only Revelation Company data 

will be backed up. We currently do not even provide for 

any Revelation add-on module data to be backed up. 

(This may be included in future FTP Backup manager 

updates). You remain responsible for backing up any 

other software that is located on your PC and or 

network. 

That the Provider may and indeed does use a third 

party service Provider to host the Providers FTP 

Backup Server and that this provider may be changed 

without notice from the client and that the FTP backups 

are regulated and controlled by the relationship 

between the 3rd party provider and the Provider. (e.g. 

the 3rd party provider provides the Provider with a fixed 

internet speed that is governed by availability. If this 

connection is down, the 3rd party provider, and as such, 

the provider will not be liable for any loss of data due to 

this connection breach (e.g. a Seacom cable may be 

damaged or down for a period) 

. 

That it is in the clients control and thus the client’s 

responsibility to make sure that the required backups 

are to be included in the backup set that is required to 

be backed up onto the FTP back location. (The client 

has to select the required backups to be made offsite 

via the Software selection setup).  

PLEASE NOTE: That Revelation will only include those 

backups that the user has selected in the Main Setup 

under the System Preferences. (e.g. If the Quick 

Backup engine has been set to only maintain three 

Quick Backup Sets in the Local Revelation location 

(Server PC) then the FTP backup will only push three 

backup sets to the FTP location). Revelation FTP 

Backup can NOT send a Backup set to the FTP 

Location if the back is not present on the Local Server.  

If new companies have been added by the client to their 

local Revelation server, it is the CLIENTS responsibility 

to add the new companies’ backup sets to the FTP 

backup engine. THEY WILL NOT AUTOMATICALLY 

BE ADDED TO THE FTP BACKUP ENGINE.  

That unless the clients account is in arrears, that the 

Provider may not withhold the data from the client and 

MUST produce the backup’s to the client on request 

OR may not hinder the client from retrieving such 

backup’s as and when the client requires them. 

That the data be checked by the client on a regular 

basis in order to ensure that the FTP backups are 

correct and that they are retrievable. It is thus the 

client’s responsibility to inform the Provider if they 

suspect any failure in the backup procedure or data 

integrity. 

It is also the client’s responsibility that the data is in 

good working order. Corrupt data can and will be 

copied to the FTP server if they are part of the Backup 

set. The Provider WILL NOT be held responsible for 

any such corrupt data. (Although the Provider will make 

every effort to assist the client in retrieving such corrupt 

data in the case that a restore is required, there is not 

guarantee that such a restore will be successful).  

That it is the CLIENTS responsibility to make sure that 

you have Internet connectivity for the FTP backup’s to 

take place. If you do not have a good internet 

connection the Provider can NOT guarantee that the 

FTP Backups are taking place. 

That in the event of internet interruption, if the data is 

required from the Provider that the Provider will have 72 

hours to retrieve the data from the 3rd party provider 

and the data can then be collected from the Provider. It 

is NOT the responsibility of the Provider to deliver such 

data to the client’s premises or location. 

That in the event of a catastrophe, that it is not the 

responsibility of the Provider to restore the program that 

controls the data (although we will gladly assist where 

we can), but only for the data itself to be returned to the 

client. (You may have to get a Revelation or other 

hardware dealer to assist you with the supply and setup 

of your infrastructure as required, at your own cost).  

That the Provider will be at liberty to withhold data in 

the case of outstanding accounts from the client. 

That the Provider may terminate the contract at its own 

discretion with a 30 day written notice period.   

That the Provider will not be held responsible for any 

failure of data backups due to hardware problems or 

any other failure on the side of the Client, preventing 

the backup’s from taking place. (e.g. the client switches 

off the PC before all the backup sets have been sent to 

the FTP). 

That the Client undertakes to safe-guard their PC’s 

from any possible damage resulting in the interference 

of the backup procedure and that the Provider will not 

be held responsible for such damage. (e.g. Surge 

protection on the telephone lines, etc. You cannot give 

Revelation the blame if lightning damaged your PC’s by 

saying you left the PC’s on so that Revelation can do 

the backup, and now blame Revelation for the 

damage). 

That the data will not be encrypted and will only be 

protected IF YOU HAVE USED THE PASSWORD 

before you backed up the data. Only users with access 

to your Disk number will be able to retrieve such data 

(so don’t give this password and disk number to 

strangers). 

The Provider will not be held responsible if the data is 

retrieved by a third party that has been given privilege 

to the Disk number and Password.  

That the Client will be paying the Provider via a Debit 

order system in advance and that this debit order will 

form part of the SLA Debit Order. This will mean that a 

new SLA will have to be completed and that the new 

SLA will replace the existing SLA. On cancellation, a 

new SLA will have to be signed. 

That the contract will be for an initial period of 12 

Months and thereafter will continue on an ongoing basis 

until cancelled. 

That after the initial period of 12 Months, written 

notification must be given 2 months prior to the required 

cancellation date. This arrangement will continue until 

cancelled in writing. 

Initial 
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DEBIT ORDER INSTRUCTION AND AUTHORIZATION: 

, hereby agree on behalf of the  Client

 , to the Terms and Conditions as specified in 

on  this

I, the undersigned, hereby authorize Revelation Accounting Software to debit my account as 

 Incl. VAT, payable on or about the

Until further notice. 

above on the due date with the amount of 

25th of each month from the       

Signature: 

Capacity: 

Date:

Physical Address: Complex Address:

Account Type:

Bank:

Branch Name:

Branch Code:

Account No:

Banking Details:

I, 

this agreement. 

Business Name: 

Postal Address:

Signed at

Please Note!

The debit order will reflect on your 

bank statement with the following 

description: "NPREVELAT" 
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