SERVICE LEVEL
AGREEMENT (SLA)

Tailor-made service agreements

OUR SERVICE YOUR BENEFITS SERVICE LEVEL AGREEMENT (SLA) OVERVIEW

+ Standardised on-call hours and + Direct access to qualified staff
response times for services

Package Gold Silver

« 24/7 contact

. Response time 4 hours 12 hours
+ On-site or remote support . .
+ Transparency regarding service costs
. e Product name SLA Gold SLA Silver
+ Direct access to qualified staff at the . .
+ Positive feedback following comple-
Product code 80005610 80005620

Service Centre . .
tion of the enquiry

Additional information
The Facility Gateway for remote analysis is provided free of charge with the Gold package
and is subject to a charge with the Silver or Bronze packages.
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