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	Level of Severity
	Target Respond Time
	Target Restore Time
	Resolution

	Production system outage (Priority 1)

	Product unusable, complete disruption of work, critical business impact.
No work around immediately available.
	Two (2) hours from receipt of the email notification from the IT Administrator
	Six (6) business hours.
	· Satisfactory workaround is provided.
· Product patch is provided
· Fix incorporated into future release. Fix or workaround incorporated into knowledge base.

	Major feature or function failure (Priority 2)

	Operations are severely restricted, but a workaround is available.
	Four (4) hours from receipt of the email notification from the IT Administrator
	Twelve (12) business hours.
	· Satisfactory workaround is provided.
· Product patch is provided.
· Fix incorporated into future release. Fix or workaround incorporated into knowledge base.

	Minor feature or function failure.  General usage questions. (Priority 3)

	Product not working as designed. 
Minor usage impact; acceptable work around deployed. Documentation, general information, or enhancement requested.
	Four (4) hours from receipt of the email notification from the IT Administrator
	Two (2) business days or on the target date agreed to by the Parties.
	· Answer to question is provided.
· Satisfactory workaround provided.
· Fix or workaround incorporated into knowledge base. Fix incorporated into future release.


We hereby confirm that we have read and understand the service levels, severity levels and response times as detailed above in this annexure to the RFQ.

In addition, we confirm that these have been taken into account when submitting the costing schedule and response to this RFQ

Service Provider: _______________________
Designated Official:   ____________________
Position: ______________________________
Signature: _____________________________            
Date: ___________________

