SLA Levels:
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. Level | Tasks
e i +:
. 1 . Register, Process, Advise on User Requests .
fommmmmmmmmmmm oo o o o e e e o e e 4
| 2 ! Advise and provide System Administrative/Setting Solutions. :
e e L LT e e e e e e e e e e e e e e e e e e  n mmm mmm s e e e 4
3 Provide Software Engineering Solutions. .
et e L b e R L e e e e o e e o s e 1
4 Provide Software Design Solutions.
SLA Software Suppurt Program Packages:
. SLA Response Time(Business days*)
T S o e e e e e i B e e e s R e T e B e R B e e e 1
i Program ! Level 1 : Level 2 | Level 3 | Level 4 |
e e e e i +:
i Basic i 1 ! Q* : (> i 3¢ i
s T e L s e e e |
i Silver i 1 i 1to7 i 0* i [ g i
s e e S sm— i —— +:
i Gold : 4 Hours : 1to7 i 1to7 : #y :
i- ------------------------------------------- oo e o e e e -i- -------------------------------------- e b 4
‘ Platinum Immediate 1 ‘ 1 1o 7L*
Business days* - per Request. Lim S e gineer man hour only. Solut o = may invoive 3aditional nardware, software, services purchase which wiil be quoted separately,
% - Mot Inclusive in Package, Quote separately.
SLA Services Provided*
beremmpages e FTT e S e e e e B e e i
i i i Installation/ | | /U de Progr ' i i !
\Program | Breakdown/Bug | e ! e e e ! Consultation 5 Training i Design Solutions
! ! ! Setup ! Requests ! : ! !
e e e o oo v |
Basic | Q* i Q* | eF i Q* i Q* Q*
ioa i (TERES o P st S e e ettt S e R R (R R £ O 1
Silver Included ! Included ) ! Q* : qQ* Q*
prone—m o -!- ----------------------- -!- -------------------------- P R T e e e o b e Lyt 1|- ------------------------------ Tl P T ey o e Lo e e 1
i i : L] t : 1 i r ! . :
| Gold | Included i Included i 1 request per week i e PR i i i Q* i
: : - : month : quarter :
L — b s e e e e +:
’ i : : : : 1 request per
Platinum Included i Included ! Included ! Included i 1 request per month | d i
: : : ; ! quarter
"""""""""""""""""""""""""""""""""""""""""""""""""""""""" OF “Not inclusive in Package, Quote separately TR
SLA Software Assurance Program Packages:
Peliontech Software Updates Included where available
e e o b B e R R e TR Y T e e e s S oS B S s R S s P e L i 1
' Program : BugFixes Build Release +  R&D Minor Version Feature Request Minor Version i Feature Request Major Version |
s tmm oo o e e e EE L D e e e e e e e e 1
i Basic | Q* : Q* i Q* Q* 2 i
e Fa e o s b s e e +:
. Silver | OnRequest ‘! Quarterly ! Yearly ' Q* ' Q* !
e oo oo oo b e |
i Gold i OnRequest Monthly ! Quarterly | Where Available i Q* :
e oo e ot e o e e |
+ Platinum : OnRequest : Where Available Monthly ! Where Available i Where Available
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