
 

 
NGEN SERVICE LEVEL AGREEMENT 

Introduction 
Inclusive Consulting Services, LLC, a Connecticut limited liability company (the “Company,” “we,” 
or “us”) provides access to its workflow management and data reporting computer system 
platform branded as “NGEN” for use by lenders, contractors, and program sponsors (“Customer” 
or “you”) participating in financing programs marketed under the Smart-E Loan Program  and 
similar financing programs (the “System”).  
 
This Service Level Agreement (this “SLA”) describes the System support services (“Support 
Services”) which are provided by us as well as through our third-party web developer, Atriage 
Software LLC d/b/a Web Ascender (“Web Ascender”). If you do not want to agree to this SLA, you 
must not access or use the System. 

 
Response Time Guarantee 
We promise to respond within two (2) hours issues or questions regarding the System submitted 
to our Company Support Services (see contact information below) during normal working hours 
(Monday through Friday, 8:00am to 6:00pm Eastern, other than holidays). 
 
Outside of normal working hours, we will respond as quickly as possible but cannot guarantee a 
specific response time.  
 
If issues  or questions are unable to be solved or answered by our staff, our team will escalate the 
issue or question to the Company’s third-party web developer, Web Ascender, to address the 
issue or answer the question (see Web Ascender’s response time guarantee below).  
 

Inclusive Prosperity Capital Support Services 
Our Support Services can be reached via either of the following channels to submit requests to: 
 
1. Send an email to: NGENsupport@inclusiveteam.org 
2. Call 860-578-2207 and leave a voice message 
 

Web Ascender Response Time Guarantee 
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When Company raises a Support Services issue with Web Ascender, Web Ascender 

promises to respond within one (1) hour during normal working hours (Monday through 

Friday, 9:00am to 5:00pm Eastern). 

Outside of normal working hours, Web Ascender will strive to respond as quickly as 

possible (“best effort”) but cannot guarantee a specific response time. Web Ascender 

team members check at the start of each business day to see if any unresolved issues 

are still outstanding from the night before, and will prioritize these items first. 

Web Ascender is deemed to have responded when it has replied to the Customer’s 

initial request. This may be in the form of an email or telephone call, to either 

provide a solution, request more information, or provide a status update. 
 

Response times are measured from the moment the Company or Customer submits 

a support request via the Web Ascender Support System. 
 

Resolution Time 

Web Ascender will always strive to resolve problems as swiftly as possible, and 

recognizes that the Customer’s access and use of the System is key to its 

business and that any downtime can negatively impact Customer’s business. 

However, Web Ascender is unable to provide guaranteed resolution times. This is 

because the nature and cause of problems can vary enormously. For instance, it may be 

possible to resolve a server issue in minutes, simply by restarting the server or a failed 

process. But if a server fails due to a fatal disk error or other hardware fault it may take 

much longer to get back up and running. 
 

In all cases, Web Ascender will make its best efforts to resolve problems as quickly as 

possible. It will also provide frequent progress reports to Company or Customer. 



 

 

Uptime 

Uptime is ultimately the responsibility of the System’s hosting provider, Amazon 

Web Services (“Hosting Provider”), since they are providing the hosting 

infrastructure, network connection and power supply. However, Web Ascender will 

assist in any way we can during an unexpected outage by communicating with the 

Company or Customer and the Hosting Provider, and taking proactive steps within 

our scope of permissions inside the Hosting Provider’s control panel. 
 

Backups 

Web Ascender will configure and monitor backup strategies, as  follows: 

 

File Backups 

Web Ascender will setup and configure application data backups to the 

Customer’s Amazon S3 storage bucket using AWS EBS Volume Snapshots. Web 

Ascender will capture at least 1 daily backup, with a minimum retention of 2 weeks 

per backup. 

Requires read/write S3 credentials provided by Customer. 

 
 

Database Backups 

Web Ascender will configure automated database backups using AWS RDS 

backup/snapshot service, configured for “point-in-time restores” with a data retention 

of at least 5 days. 
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Catastrophic Failure 

Any major Hosting Provider has redundant pieces of hardware, software, and 

network equipment to prevent a catastrophic failure. However, if for some reason 

there is a complete or catastrophic server failure, the following steps will be 

taken by Web Ascender: 
 

1. A new or replacement server will be setup within the Hosting 

Provider’s infrastructure within 18 hours 
 

2. The most recent snapshot or backup will be restored to the replacement 

server (subject to Hosting Provider snapshot features) 
 

3. New IP addresses provisioned (if necessary) and configured for the 

replacement server 
 

4. Communicate the required DNS changes that must be made to Company or 

Customer, or make the DNS changes if Web Ascender has direct DNS 

access to the affected domains 

The total expected turnaround time on a catastrophic failure could be as long as 24 - 

36 hours, depending on the speed of Hosting Provider snapshot/backup 

infrastructure and DNS propagation times throughout the internet. 
 

Liability 

Web Ascender is not liable for adverse server behavior or downtime caused by 

server configuration changes made by Customer or another party acting on 

behalf of the Customer. Web Ascender is not liable for downtime or unexpected 

server outages caused by the Hosting Provider. 
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