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Support Item
SLA Bronze –

Standard
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Support Item
SLA Bronze –

Standard

Support Duration = 8 Hours per day – 5 Days a week √

Maximum Recovery Time in case of Server Breakdown = Within

8 Hours from Breakdown Incident start

√

Customer Support Response Time = Within 4 Hours from time of

receiving Customer Support Request Ticket

√

Support Item
SLA Silver –

Standard

Support Duration = 16 Hours per day – 5 Days a week √

Maximum Recovery Time in case of Server Breakdown = Within 4

Hours from Breakdown Incident start

√

Customer Support Response Time = Within 2 Hours from time of

receiving Customer Support Request Ticket

√

Support Item
SLA Gold -

Standard

Support Duration = 24 Hours per day – 7 Days a week √

Maximum Recovery Time in case of Server Breakdown = Within 2

Hours from Breakdown Incident start

√

Customer Support Response Time = Within 1 Hour from time of

receiving Customer Support Request Ticket

√
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