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	SUPPORT DESK SERVICES SERVICE LEVEL AGREEMENT (SLA)




1. Support is available by telephone 0844 880 2756, e-mail support@promoserve.co.uk or via promoserve.co.ukhttp://www./support.html
 for all software users

2. Telephone Support is available during normal office hours 8.30am to 5.30pm Monday to Friday. Outside of these times support is available at promoserve.co.ukhttp://www./support.html
 or can be logged via e-mail (support@promoserve.co.uk)
3. If a consultant is available and support request valid then we will always attempt to resolve the request when first made. All support requests that cannot be resolved when made will be acknowledged within one hour and a unique reference number  will be issued 

4. The support desk function is only able to resolve valid support requests. Valid requests are software configuration questions, technical problems and simple usage questions. Requests such as detailed user training, installation services or third party software support  are not considered valid requests

5. The maximum duration for a  basic software configuration question or usage question is 15 minutes if further assistance is required help sheets can then be issued
6. When a support request is made the traffic light system will be used to assign a priority based upon the impact and severity of the issue to the business. Hours quoted are working hours
.

	
	Description
	Estimated Time

	CRITICAL

	The problem prevents the user / company from performing a business critical function.
	< 2 hour

	URGENT
	The problem allows user / company to continue to perform their business critical functions in a restrictive manner but seriously reduces the efficiency of the user(s) within the business
	< 16 hours

	GREEN


	The user / company is able to perform its business critical functions, but a matter has been identified which reduces the efficiency of the user(s) within their business function.
	.< 40 hours


7. PromoServe reserve the right to withhold support if the customer account has not been kept up to date with the agreed credit terms
8. All software support will be only be given to the nominated users in each organization (usually 2). Each support plan holder must nominate the names of the 2 people requiring software support. As we cannot provide support for untrained users

9. The support desk cannot provide detailed installation support as this is usually purchased as a separate service. All install questions must be referred back to your original install consultant as the support desk are not usually aware of all the relevant facts

10. Support can only be provided for the software purchased from ourselves and not for your network, PCs or other third party software. Where possible  we will always try to point you in the right direction in the event of your support issue being caused by other aspects of your IT systems

11. Patches / Version Updates will be supplied free of charge to all customers and will be available to download from our website. at  http://www.promoserve.co.uk/updates.html .Your nominated representative will be informed by e-mail when new updates become available for download and a full list of amended or enhanced functionality will be provided

12. Support can only be provided to companies running the latest version of our software. It is the responsibility of each company to maintain the software inline with the latest version published. Software fixes will only be provided in the latest version of the software

13. Support Plans do not include onsite support  All assistance required on site is separately chargeable.

14. Remote Access Support via Go to Meeting is available to all customers.
Customers are responsible for ensuring they have downloaded the Go to Meeting Client https://www1.gotomeeting.com/en_US/island/download.tmpl?Portal=www.gotomeeting.com&_sid=24162852%3A57C017B48E8450B&Action=rgoto&_sf=4 on their server
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