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Digital Service Level Agreement
The purpose of this document is to establish a two-way understanding between the Client and 
Inventive Design regarding digital projects and including website hosting and support packages.

The document outlines the working practices operated by Inventive Design (the agency) and the 
standards of support and hosting service offered to clients. To view our General Terms and Conditions 
please visit our website inventivedesign.co.uk/terms.

Agency Responsibilities

This agreement sets out clearly what you have a right to expect from Inventive Design as your digital 
agency. Equally it explains the limits of our liability and responsibility.

Our Service Level Agreement does not cover the following circumstances:

•	 Any events beyond the reasonable control of Inventive, including, but not limited to, fire, flood, 
virus attacks and hacking, or failure of third-party software

•	 DNS issues outside our direct control

•	 Any customer actions that lead to technical issues, including, but not limited to, custom scripts 
or coding, third-party software installed by the customer, wilful misconduct, or breaches of our 
terms and conditions

This agreement forms part of our commitment to transparency and openness that we believe is vital 
to any business relationship. By clarifying entitlements and responsibilities up front it also helps to 
streamline projects and ensure their timely delivery.

We are delighted you have chosen us to support you and can promise you service of the highest 
standard for as long as you need it.

Please don’t hesitate to contact us if you have any queries regarding the agreement.

Inventive Design, The Stores, Village Street, Barnstaple EX32 0DG 
 01271 334624       support@inventivedesign.co.uk

Service Level Agreement

1	 Definitions

1.1	 Hosting Provider Company refers to the specialist companies, such as Heart Internet 
from whom Inventive Design contract their Dedicated Web Servers.

1.2	 A Project can be any digital based service provided by Inventive Design to the Customer. 
(Examples include web design and development, content management systems, website 
support packages and hosting)

1.3	 “Frustrates” is a term used to describe a situation in which one party to a contract acts 
in such a way so as to make it unrealistic for the other party to carry out their part of the 
contract.

1.4	 The word “contract” as it appears in this document shall mean the contract between 
Inventive Design and the Client, which will be based on the terms and conditions 
contained within this Service Level Agreement.

http://www.inventivedesign.co.uk/terms
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2	 Abbreviations

2.1	 Inventive stands for Inventive Design trading as Inventive Print Solutions Ltd

2.2	 SLA stands for Service Level Agreement.

2.3	 ISP stands for Internet Service Provider.

2.4	 HPC stands for Hosting Provider Company.

3	 Contract

3.1	 The terms and conditions contained in this SLA apply to all Inventive Clients unless 
agreed in writing to the contrary.

4	 Estimates

4.1	 Inventive will provide customers with initial estimates for projects on request. The final 
project sum may vary from the initial estimate. An estimate as opposed to fixed price 
proposal is useful when the actual project sum cannot be reasonably or accurately 
ascertained at the outset.

4.2	 Work carried out against estimates will be charged in accordance with clause 7.

4.3	 Inventive will provide estimates in writing by email to customers, which will include a 
hyperlink to this SLA. Acceptance by a customer of an Inventive estimate is subject to 
acceptance of the terms and conditions in this SLA, unless specifically agreed in writing 
between the Customer and Inventive to the contrary.

5	 Fixed Price Proposal

5.1	 Whenever possible, Inventive will provide customers with a fixed price proposal and 
detailed specification for a project.

5.2	 Items omitted or added to the specification detailed in a fixed price proposal will be 
treated as variations in accordance with clause 6.

5.3	 Inventive will provide a proposal in writing by email to customers, which will include a 
hyperlink to this SLA. Acceptance by a customer of an Inventive proposal is subject to 
acceptance of the terms and conditions in this SLA, unless specifically agreed in writing 
between the Customer and Inventive to the contrary.

6	 Variations

6.1	 The value of work included in a fixed price proposal, that is not undertaken due to 
subsequent agreement with the client, will be valued and deducted from the final project 
sum.

6.2	 Work that is in addition to that detailed in a fixed price proposal, will be valued and 
added to the final project sum.

6.3	 Inventive does not accept liability where delays in reaching a deadline are caused by the 
customer for example in the supplying of essential content and/or sign off for work to 
continue.

6.4	 Where a project remains inactive for more than 60 days due to a lack of client 
feedback, content or approvals, Inventive reserves the right to place the project on hold. 
Reactivation may be subject to revised timescales and charges.

7	 Hourly Rate Charges

7.1	 Inventive will charge for services provided that are not included in any proposal or under 
the terms of either clause (8), hosting or clause (9) a website support and maintenance 
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package. The amount charged will be based on Inventive standard hourly rate, unless a 
different hourly rate has otherwise been agreed in writing.

7.2	 Inventive will review and may increase their standard hourly rate on an annual basis.

7.3	 There will be a minimum charge of 1 hour.

8	 Hosting

8.1	 Inventive Design provides website hosting through established Hosting Provider 
Companies (HPC). Our support package clients are hosted on a GoDaddy VPS with an 
EU data centre, unless otherwise agreed. Our basic hosting clients are hosted on Heart 
Internet’s reseller server unless otherwise agreed.

8.2	 GoDaddy and Heart Internet provide server monitoring, daily automatic backups, server 
security, and DDoS protection to help ensure optimal performance and security.

8.3	 Where required, an additional SMTP service may be provided via SendGrid by Twilio, a 
cloud-based SMTP provider that acts as an email delivery engine for websites. Email 
delivery, SMTP services and associated functionality are subject to the availability and 
performance of third-party providers. Inventive cannot guarantee email deliverability or 
inbox placement.

8.4	 Inventive will provide a separate annual quote for hosting and associated technical 
support for customer websites.

8.5	 Inventive will use its best endeavours, in conjunction with the Hosting Provider Company, 
to rectify the cause of any disruption in the hosting service of a customer’s website(s) 
and to minimise the duration of any such instances.

8.6	 Inventive will not be liable to the Client for any compensation in respect of any downtime 
that may occur with the hosting of their website(s).

8.7	 All website files and SQL databases used for customer websites are regularly backed up. 
In the unlikely event of hard drive or other technical failure, these will be restored and 
reconnected to customer website(s).

8.8	 With regard to any images or download files uploaded to a customer’s website by the 
customer, it is the responsibility of the customer to retain a copy of these on their local 
PC/LAN. In the unlikely event of hard drive failure or other technical failure with the 
dedicated web server, it will be the responsibility of the customer to re-upload these files 
if they are not present in the backup files as outlined in clause 8.7.

8.9	 Inventive utilises various backup processes on its dedicated servers and may, therefore, 
be able to save customers the need to re-upload files. However, this is not guaranteed, 
and customers should always maintain their own backups in compliance with clause 8.8.

8.10	 In the event that a customer wishes to move their website to another web server 
supported by another party, Inventive will cooperate fully, subject to all outstanding 
amounts being paid in full in advance.

8.11	 If the customer requires assistance with resolving a website issue that is not a technical 
fault caused by Inventive or the Hosting Provider Company, time expended by Inventive 
will be charged to the customer in accordance with clause 7.

8.12	 Inventive will invoice for Basic Hosting on a bi-annual basis in advance, and it will renew 
automatically unless otherwise agreed.

8.13	 Inventive reserves the right to review and amend hosting charges annually. Clients will be 
provided with reasonable notice of any changes prior to renewal.

8.14	 Whilst Inventive and its Hosting Provider Companies take reasonable measures to maintain 
server security, no hosting environment can be guaranteed to be completely secure.
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8.15	 Inventive shall not be liable for losses arising from cyber attacks, malware, hacking 
attempts, denial of service attacks or vulnerabilities within third-party software beyond 
Inventive’s reasonable control.

9	 Domain Names

9.1	 Where Inventive manages, registers or renews domain names on behalf of a Client, 
renewal fees incurred by Inventive will be recharged to the Client.

9.2	 Domain names are typically renewed automatically by the registrar in order to prevent 
disruption to website, email and related services. Inventive may therefore incur renewal 
costs on behalf of the Client prior to invoicing the Client for those costs.

9.3	 The Client agrees to pay all charges invoiced by Inventive in respect of domain 
registration, renewal and management services. Such charges may include an 
administration fee and are not necessarily limited to the direct costs incurred by 
Inventive from third-party registrars.

9.4	 Failure to pay domain registration or renewal invoices may result in Inventive withdrawing 
future domain management services and/or requiring the transfer of the domain name 
to an alternative provider nominated by the Client.

9.5	 Inventive accepts no liability for any loss of service, interruption to website availability, 
loss of email functionality, loss of business, loss of revenue or other damages arising 
from the non-payment of domain registration or renewal fees.

9.6	 Ownership of a domain name shall remain with the registrant recorded within the 
relevant domain registry, subject to the registry’s terms and conditions.

9.7	 In the event that a Client wishes to transfer a domain name to another provider, Inventive 
will provide reasonable assistance with the transfer process, subject to all outstanding 
invoices being settled in full.

9.8	 Any work undertaken by Inventive in connection with domain transfers, DNS changes, 
email migration, troubleshooting or consultancy beyond the provision of standard access 
credentials may be chargeable in accordance with clause 7.

9.9	 Where a Client wishes to cancel a domain registration or prevent a domain renewal, 
written notice must be provided to Inventive not less than 30 days prior to the domain’s 
renewal date.

9.10	 Where sufficient notice is not provided and Inventive has already incurred renewal 
costs on behalf of the Client, the Client shall remain liable for all associated registration, 
renewal and administration charges.

9.11	 Inventive shall not be responsible for reminding Clients of upcoming domain renewal 
dates unless otherwise agreed in writing.

10	 Website Support and Maintenance Packages

10.1	 In addition to our basic Hosting Package, Inventive offer Website Support and 
Maintenance packages with different levels of support available to meet the ongoing 
needs of a website. The cost of each option will be included within the initial web build 
proposal.

10.2	 Website Support and Maintenance means routine content updates, minor design 
amendments, software updates, troubleshooting and maintenance activities required to 
keep a website operating effectively.

10.2.1	 Website Support and Maintenance does not include major redesigns, 
substantial new functionality, third-party integrations, migrations or other 
development work outside the reasonable scope of routine support and 
maintenance.
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10.3	 Website Support and Maintenance is provided by Inventive during office hours only 
which are 08:30 to 17:00, Monday to Friday. This excludes Bank Holidays and the period 
between Christmas Eve and New Year’s Day when our office is closed.

10.4	 Website Support and Maintenance is provided by the most efficient method 
available. Currently, opening a ticket via email to support@inventivedesign.co.uk is the 
recommended approach but assistance may also be obtained via telephone (01271 
334624) and in-person.

10.5	 Inventive will notify the Client if and when the agreed monthly support limit has been 
reached, or if we feel that a request falls outside the scope of Support and Maintenance. 
In such instances Inventive will advise the Client of any additional costs which would 
first need to be agreed with the Client before any further work under our hourly rate as 
detailed in clause 7.

10.6	 Inventive will invoice for Support and Maintenance on a monthly basis.

10.6.1	 Inventive reserves the right to review and amend support package charges 
annually and will provide reasonable notice of any changes.

10.7	 Inventive use the following guidelines to prioritise Website Support and Maintenance 
requests, with the goal of beginning to work on the problem within the target timeframe. 
Actual response times may be shorter or longer, depending on the volume of requests 
being handled at any one time.

Category	 Description	 Response Time

Time sensitive issue	 Code issues, service outage,	 2 business days 
	 performance issue or other outage

General support question	 General content changes	 Within 2 business days 
	 Example: Customer needs  
	 assistance designing and uploading 
	 an important banner

New functionality requests	 Adding site functionality	 Within 3-5 business days 
	 Example: Customer needs	 depending on the complexity of the 
	 assistance with creating a new	 requested work 
	 online form

11	 Website Services

11.1	 Inventive will offer to customers third party services such as those offered by Google 
to enhance the performance of their websites. Inventive may include in quotations the 
setup and maintenance of such third party services. Inventive will not be liable to the 
customer for any interruption, non-performance, or cancellation of the provision by third 
parties of any such services.

12	 Search Engines

12.1	 Inventive will design websites to perform well with search engines of Google and Bing 
and may recommend additional optimisation techniques to the customer should they 
wish to achieve high rankings.

12.2	 Inventive accepts no responsibility or liability to the customer for the rankings achieved 
or how such rankings may vary over time if the customer chooses not to request or 
undertake additional optimisation work.

13	 Invoicing and Payment

mailto:support%40inventivedesign.co.uk?subject=
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13.1	 Inventive standard payment terms are 28 days from the date of invoice.

13.2	 Inventive will specify within estimates or proposals how a project will be invoiced. Large 
projects may be split into a number of monthly interim invoices plus a final invoice on 
completion. 

14	 Performance

14.1	 Inventive will ensure that the specification detailed in the Proposal to the customer works 
as intended for a maximum time period of 3 months. In the event that the customer 
reports that some part of the specification is not functioning correctly during this period 
then Inventive will investigate this and take corrective action at no expense to the 
customer. For correcting performance actions after this initial period, the Customer will 
be charged in accordance with clause 7.

14.2	 In the event that the customer reports an issue which is related to a matter that falls 
outside of the project specification then Inventive will investigate this and email the 
customer a report and, if appropriate, a price to carry out the extra work involved to 
resolve the issue.

15	 Cookie Consent and GDPR Compliance

15.1	 The Client is solely responsible for ensuring that their website complies with applicable 
data protection and privacy laws, including but not limited to the UK GDPR, EU GDPR, and 
the Privacy and Electronic Communications Regulations (PECR).

15.2	 Inventive Design may install or recommend third-party cookie consent tools (such as 
Cookiebot, Termly, Complianz, or other similar plugins), but it is the Client’s responsibility 
to configure these tools correctly and ensure ongoing compliance with legal 
requirements.

15.3	 Inventive Design does not provide legal advice regarding data protection compliance 
and shall not be held liable for any fines, penalties, or legal action resulting from non-
compliance with cookie laws, GDPR, or any other data protection regulations.

15.4	 If requested, Inventive Design may assist with the installation and basic configuration 
of a cookie consent solution; however, the Client remains responsible for reviewing and 
maintaining their website’s compliance, including updating privacy policies, managing 
consent settings, and ensuring that third-party tracking scripts (e.g., Google Analytics, 
Facebook Pixel) operate in accordance with applicable laws.

15.5	 Should the Client require specialist GDPR or legal compliance advice, they should seek 
guidance from a qualified legal professional or data protection consultant

16	 Limitation of Liability

16.1	 Nothing in the Contract shall limit or exclude either parties liability for:

16.1.1	 death or personal injury caused by its negligence, or the negligence of its 
employees, agents or subcontractors;

16.1.2	 fraud or fraudulent misrepresentation; or

16.1.3	 any other liability which cannot be limited or excluded by applicable law.

16.2	 Subject to clause 14.1, Inventive shall not be liable to the Client, whether in contract, 
tort (including negligence), for breach of statutory duty, or otherwise, arising under or 
in connection with the Contract for any indirect or consequential loss, including but not 
limited to loss of profits, sales or business, agreements or contracts, anticipated savings, 
use or corruption of software, data or information, and damage to goodwill.

16.3	 Subject to clauses 14.1 and 14.2, Inventive’s total liability to the Client, whether in 
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contract, tort (including negligence), breach of statutory duty, or otherwise, arising under 
or in connection with the Contract shall be limited to 100% of the total Charges paid 
under the Contract.

16.4	 Inventive do not have any liability to the customer for the performance of a website, 
database or any other entity/service developed/setup for the client by anyone other than 
Inventive.

16.5	 This clause 14 shall survive termination of the Contract.

17	 Termination

17.1	 In the event that the customer does not pay an invoice within 28 days of the due date, 
then Inventive have the right to suspend all further works for that customer until such 
time as payment is made in full.

17.2	 In the event that the Customer does not pay a hosting or Support and Maintenance 
subscription invoice within 28 days of the due date, then Inventive reserve the right to 
turn off any website hosting until such time as the invoice is paid in full.

17.3	 In the event that the customer becomes insolvent or goes into liquidation Inventive have 
the right to immediately terminate their contract with the Customer and invoice for the 
full value of project works carried out to that date, plus suspend any email or hosting 
services.

17.4	 In the event that a customer “frustrates” the progress of a project contract with Inventive 
then Inventive will be entitled to give 14 days’ written notice to the customer of the 
contract being terminated. If the customer does not satisfactorily remedy the cause(s) 
of the frustration, within the 14 day notice period, then Inventive will have the right to 
terminate the contract. Inventive will invoice the Customer for the full value of works 
carried out to-date.

17.5	 Website Hosting and Website Support & Maintenance services may be terminated by 
either party upon 30 days written notice.

17.6	 Upon termination and settlement of all outstanding invoices, Inventive will provide 
reasonable cooperation with website or domain transfers. Additional migration or 
consultancy work may be chargeable in accordance with clause 7.


