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The terms defined in Soliton Cloud Service Terms of Service (the “Terms”) have the same meanings set out 

therein.  

1. Monitoring of Service System 

The Service System will be monitored 24 hours / 7 days (except for the scheduled suspension set out in 

Section 3 below). 

2. Service Hours 

24 hours / 7 days (except for the scheduled suspension set out in Section 3 below). 

3. Scheduled Suspension and Notice 

In the event that Soliton suspends the Service System’s operation, Soliton will notify the contact person 

designated by Customer of the date, time and period of such suspension in advance. Soliton will make 

reasonable efforts to give such notification at least ten (10) days before the suspension on its website, by 

email and/or in any other manner that Soliton considers appropriate. Notwithstanding the foregoing, in the 

case of emergency, Soliton may, at its discretion and without notice, conduct an emergency maintenance, 

which may include suspension of the Service System. 

4. Country where Data is Stored 

For the Service, Customer’s data will be stored within the United States. 

5. Data Deletion 

Soliton will delete Customer’s information stored on the Service System within forty-five (45) days after the 

termination/expiration date. 

6. Notice of Service Discontinuation 

In the event that Soliton determines to discontinue the Service, Soliton will notify Customer at least six (6) 

month prior to the effective date of the discontinuation on its website, by email and/or in any other manner 

that Soliton considers appropriate. 

7. Software Updates 

Customer will, at its responsibility, apply update the Service Software as instructed by Soliton. 

Soliton will update the Service System on its end as necessary. 

8. Descriptions of Service 

The Service is comprised of the following functions. Please see the manual for details of these functions. 
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(a) Remotely run devices to which Streamer is installed through devices to which Soliton SecureDesktop 

Client is installed. 

(b) Authenticate devices with digital certificate. 

It normally takes 15 Business Days from receipt by Soliton of Customer’s application to the start date of the 

Service. 

9. Service Software 

• Soliton SecureDesktop Client (iOS/Android/Windows/macOS) 

• Soliton KeyManager (iOS/Android/Windows/macOS) 

• Streamer (Window/M) 

10. License 

One License per one User is required. 

Customer is required to purchase a minimum of 10 Licenses and may add/decrease the number of Licenses 

by 10 . 

A User may use up to 5 Service Devices with one user ID. 

11. Service Term Unit and Minimum Service Term. 

(a) One-month Licenses and one-year Licenses are available. Licenses will automatically renew for the 

same term and with the same terms and conditions as the immediately preceding term unless (i) the Service 

Term is changed, or (ii) Customer gives Soliton a notice of non-renewal in advance, in accordance with the 

amendment provision of the Terms. 

(b) The minimum Service Term is three (3) months from the start date of the Service. 

(c) Unless otherwise agreed by Soliton, Customer may not purchase Licenses for a term of longer than 

12 months. 

12. Information Obtained through Service and Purposes of Information Use 

Soliton collects and obtains the following categories of information about Customer and Users through the 

Service: 

(a) Information obtained at the time of applying for the Service 

Information to be provided in the Order Form. This category of information will be used in relation 

to or for setup of the Service System, performance of Soliton’s obligations with respect to the 

Service, managing the sales-related data, provision of support service, and notifications to 

Customer. This may also be used to send information on Soliton’s products, services, seminars and 

events, questionnaires and requests for Customer’s cooperation regarding Soliton’s products or 

services. 

(b) Information saved by Customer’s Administrator and Users for the Service 

This category of information will be used for settings and configurations for the Service System’s 

operation. This category of information includes: 



3 
 

(i) Information on Service Device (product name, version, IMEI, UDID, MAC address) 

(c) Information contained in the Service’s logs 

This category of information will be used for investigating service events, problems and errors. This 

category of information includes: 

(i) Authentication logs (user ID, device IP address, client certificate’s DN and serial number) 

(ii) Certification authority logs (certificate’s DN, serious number) 

(iii) User authentication logs (user ID, device’s MAC address)  

13. Service Level 

(a) Definitions: 

(i) “Monthly Downtime” means the total time in a particular month during which the following 

functions of the Service are not operational and available to Customer. 

(A) Access to Splashtop Streamer for SecureDesktop from Soliton SecureDesktop Client 

(B) Acquisition of certificate using Soliton KeyManager 

* the Monthly Downtime is calculated based on the records of Soliton’s service 

monitoring system. 

** suspension of the Services not due to an error is not counted toward the Monthly 

Downtime. 

(ii) “Monthly Uptime Percentage” is calculated as follows: 

(Total Monthly Time – Monthly Downtime) / Total Monthly Time * 100  

(iii) “Total Monthly Time” is calculated from the first day through the last day of a month. 

(b) During the Service Term, the Monthly Uptime Percentage will be at least 99.5% in any calendar 

month. 

(c) If the Monthly Uptime Percentage of any particular calendar month is less than 99.5%, Customer 

will be eligible to receive the service fee credits in accordance with the following table, but only up 

to the total amount of the fees for that month. This is Customer’s sole and exclusive remedy for any 

failure to meet the 99.5% service level. 

Monthly Downtime is 3 hours or more but less than 3 days 
(<=99.5% - > 90%) 

10% of the monthly fee (excluding 
tax) 

Monthly Downtime is 3 hours or more but less than 15 days 
(<= 90% - > 50%) 

50% of the monthly fee (excluding 
tax) 

Monthly Downtime is 15 days or more 
(<= 50%) 

100% of the monthly fee (excluding 
tax) 
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Upon Customer’s request, Soliton will calculate the Monthly Uptime Percentage to determine the 

applicability, and if applicable, the service fee credits fees will be applied to the service fees to be 

charged following the request. If, at the time when the service fee credits would otherwise be 

applied, there is no more scheduled payment or the next payment is to be made more than three 

month after that time for such reasons as (i) the Service already terminates or expires; or (ii) the 

service fees are pre-paid, then the amount of the service fee credits will instead be refunded to 

Customer.  

(d) If the functions listed in Section 13(a)(i) are not operational or available for any of the following 

reasons, that is not counted towards the Monthly Downtime. 

(i) The unavailability of the functions is caused for any reason attributable to the system used for 

the Service but not under Soliton’s control (data center, internet connection, a third party’s 

cloud service, etc.) 

(ii) Maintenance involving temporary suspension of the system (including emergency 

maintenance) for improvement or maintenance of the Service’s performance, quality or 

security. 

(iii) Temporary suspension of the Service due to a failover which occurs in consistent with the 

Service System’s specifications. 

(iv) A natural disaster, fire, war or terrorism. 

(v) DoS attach or other types of hacking or cyber-attack. 

(vi) Breach by Customer of any of its obligations under the Agreement or the Terms. 

(vii) In connection with the installation or implementation of the Service. 

(viii) If the criteria set forth in Section 13(c) is not met based on Soliton’s calculation. 

(ix) Any other matter or event that is beyond Soliton’s reasonable control. 

(e) The service fee credits or refund under this Section 13 is not available in any of the following: 

(i) If the month is during a free period or free trial period. 

(ii) An error occurs to any system that would not affect the Downtime (e.g. operation services or 

monitoring services) 

(iii) Error or suspension for any reason other than relating to the devices or facilities directly 

controlled by Soliton (e.g. Customer’s devices, devices provided by Soliton and installed in 

Customer’s environment, error in connection with data communication path to the Service 

System, disconnection due to installation of OS update to the Service Devices) 

(iv) User of Service Software of a version that is no longer supported. 
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(v) Any error occurring due to any use or operation (i) by Customer or (ii) by Soliton in accordance 

with Customer’s instruction, while the Service’s functions are operational and available. 

(f) Request for the service fee credits must be made using a form to be provided by Soliton (the 

“Form”) and with all attachments required by Soliton no later than 30 days after the recovery date. 

The request can be made only once per month for each function that experienced a downtime. The 

information submitted in the Form and the attachments are used only for the purposes of necessary 

investigation, application of the credits and refund. Neither the Form nor any attachment will be 

returned to Customer. 

 


