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(To be effective 60 days following commencement of the Services/Solution.)
	Performance Standard
	Measurement
	Measurement period
	% Level

	Answer Time 
	All calls within 1 minute (call center) 
	Quarterly

	95%

	Order Process time
	All orders for equipment processed within 24 hours M-F excluding holidays.
	Quarterly

	95%

	Service requests during warranty period
	All onsite service requests will be done within 48 hours *(after phone diagnosis and troubleshooting). 
	Quarterly
	90%

	System restore during warranty period
	Returned to an operational state within 48 hours of diagnosis. ** With advanced replacement gear (if manufacturer provides advanced replacement).
	Quarterly
	90%

	Time to provide rough order of magnitude document to client after project site visit.
	All client ROM’s will be provided within 10 business days of request.
	Quarterly
	90%




