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Introduction 
Truth is one of our core values.  It’s important to us that our clients trust that we’ll do what we 

say, that promises are kept.  Read on to see how we reflect those principles in the way we do 

business for health tech startups.     

Service Levels 
Getting things done on time is a key ingredient to building trust, and by extension, to our success.  

We put a high emphasis on the importance of meeting deadlines in the way we train and in our 

daily work.  That’s why we’re happy to offer service levels for common tasks. 

Trifecta Service Level Commitments 

Step NDA BAA Customer or 

vendor MSA 

Acknowledge receipt 3 business hours 3 business hours 3 business hours 

Initial review 6 business hours 1 business day 1 business day 

Trifecta deliverable 

Draft first turn  
Complete review and 
return redline to client 
lead 

1 business day 2 business days <25 pages: 5 business days 

25-50 pages: 7-10 business 
days 

50+ pages: Custom 

Draft reply redline 
Review follow up 
redlines and create a 
reply markup. 
  

1 business day 2 business days <25 pages: 5 business days 

25-50 pages: 7-10 business 
days 

50+ pages: Custom 

Draft customer-ready 
template 
Produce the most 
current version of an 
existing contract 
template, add relevant 
pricing, and first draft of 
requested 
customizations 

1 business day 1 business day 2 business days 

 



 

 

 

 

Some explanation of what you see in this table may be in order.  But before getting into the details, 

it’s important to emphasize that we always make a point to hustle, whether or not a service level 

applies.   

Submitting Requests.  We’ll specify the way to submit support requests to trigger a service level 

commitment.  Currently, we require that support requests be submitted via email, to a specific 

address, and with a specific keyword in the subject line.  The reason we set it up this way is to 

avoid dropping balls because a request was siloed in an individual’s email or a Slack DM.  With 

email, we control more of the pieces that allow us automate processes on our side.   

We don’t like to stand on ceremony or enforce strict formalities.  If a support request comes in 

through a different channel, like a Slack DM, we’ll still take action on the request and work as 

diligently as we otherwise would.  We just aren’t in a position to commit to the same turn around 

and process as if the request had been submitted through the designated intake process.   

Acknowledge Receipt.  When you submit a support request, we’ll reply to confirm that we got the 

message and that we’re working on it.  That way, you won’t be left wondering if we get your email 

and whether we’ll get back to you.  Our acknowledgment will be in the form of an email, Slack 

message, or other written communication.    

Initial review.  The initial review step consists of Trifecta sifting out the top issues in a document.  

At this stage, we’ll communicate to you about key pieces of information or context that may be 

needed for us to complete our review.  We will also flag areas of an agreement that may require 

review or clarification by one of your subject-matter experts (e.g., privacy and security, marketing, 

product, finance, etc.).  Accomplishing our next step—which is providing the requested 

deliverable—is contingent on your team following up with complete and accurate replies to our 

requests for more information and context.   

Business days/hours. Trifecta is open Monday through Friday, 9 am – 530 pm CST.  We are closed 

on federal holidays.  So that staff can get away and enjoy lovely Wisconsin summers, we close at 

noon CST on Fridays between Memorial Day and Labor Day. 

Requests that are sent after hours will be considered submitted as of the next business day for 

service level purposes.    

To simplify things, our policy is that the time a deliverable is due is the close of business on the 

business day that the due date falls on.  As an example, let’s assume a request to review a BAA is 

properly submitted to us on Tuesday at 9 am.  We’ll complete our initial review by Wednesday at 

530pm and will send a first turn of a redline by Thursday at 530pm.   



 

 

 

 

Effective Date.  These service level commitments go into effect once we have completed our 

onboarding process with you and a playbook for the applicable contracts has been created.   

Reporting   

Part of building trust and confidence with our clients is to show how their investment in legal 

services is being sent.  If the investment is a good one, then we want to tout that.  If it’s not true 

that Trifecta is a better value, then it’s important that we proactively reveal that as soon as we 

can.  That is one reason why every month we send clients a breakdown of their legal spend.   

In the monthly report, we show clients the cost in legal services of each matter we worked on in 

the prior month.  We do this by allocating the subscription fee to each matter in proportion to the 

amount of time we logged for that matter.  Some clients use this analysis to inform their Cost of 

Goods and/or Customer Acquisition Cost figures.    

This report also analyzes if the subscription fee model is working out better than if the client stuck 

with the traditional time and materials/billable hour approach.  We do that by calculating our 

effective hourly rate under the subscription model and comparing it to standard hourly rate.   

This reporting feature is intended to be a monthly reminder of our value proposition—being a 

different model that makes legal services affordable, efficient, and satisfying. 

Security 

We appreciate the importance of safeguarding client information.  We configure the cloud services 

we use to require two-factor authorization.  Trifecta attorneys use a password manager to 

generate and securely store random, complex passwords.  Client files are stored in encrypted 

cloud storage.  Our email is also encrypted at rest and in transit.  Drive encryption is also installed 

on Trifecta workstations.  We are frequently adding layers of security to keep up with best 

practices.   

  

 


