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(To be effective 60 days following commencement of the Solution.)
**********************PLEASE NOTE, THESE ARE EXAMPLES. PLEASE PROVIDE YOUR OWN.

Service Level Agreements – Maintenance and Support
Maintenance and support are provided by both the Intrado Help Desk and the ECaTS Support Team. 
The Intrado Help Desk is open and available 24x7x365. In all cases, the Intrado HD will be the first line of contact for inquiries and/or the reporting of potential failures or issues that may arise. 
· 24x7x365 telephone, web, and email support 
· Access to online support at https://support.911.Intrado.com, which allows Customer to submit tickets, receive software updates, release information, and updated product documentation. Customer must register to obtain a user name and password in order to access the extranet services. 
· Product use guidelines and available configurations 
· Resolution of software defects, usage and configuration 
· Documentation irregularities 
· Customer-owned Intrado hardware fault diagnosis and resolution 
· Note: With the exception of hardware faults, all work is performed remotely, according to Customer’s security requirements. 
Customers should be prepared to supply as much information as possible including: 
· Description (description of the problem or perceived symptoms) 
· Attachments (logs, traces, screenshots) 
· Date/time the problem/disruption was detected 
· If the Customer calls the support desk, the support technician will create a trouble ticket, analyze the problem, and attempt to achieve problem resolution as quickly as possible. When sending an email, a trouble ticket/request is automatically created in the Support Portal. Customer can either continue to correspond with Customer’s Intrado support representative via email or Customer can log-in to the Support Portal to manage the request. Either way, a seamless communications trail is applied to the request, which is viewable from the Support Portal.
The ECaTS Support team maintains business hours of Monday-Friday from 8am-5pm PST. This team is made up of experienced ECaTS Trainers and Call Takers. If the reported issue is determined to be of a severity level lower than 1 or 2, the ticket will be assigned to and worked by the ECaTS team. This multi-layered approach ensures both 24x7x365 monitoring and access to critical support resources, while also providing ECaTS expert level assistance for complex reporting needs and more during business hours. 
*For Severity 1 and 2 Events, Intrado will provide continual support until the Event is resolved.
Contact Information:
· Email support@911.Intrado.com
· Phone 888 908-4167 
· Web (Support Portal) https://support.911.Intrado.com

Help Desk SLAs
	Performance Standard
	Measurement
	Measurement period
	% Level
	Service Price
	Remedy

	Answer Time
	All Calls in 30 Sec
	Monthly
	85%
	NA
	1%

	Answer Time
	All Calls in 60 Sec
	Monthly
	95%
	NA
	1%

	Close Ticket Time
	Number of Tickets closed within 48 hours of creation
	Monthly
	80%
	NA
	1%

	Abandoned Call Rate
	Abandoned Calls/Total Calls
	Monthly
	5%
	NA
	1%

	
	
	
	
	
	


· Service Credits will be calculated as a percent of Customer’s monthly recurring fees.
· Service Credits constitute Customer’s sole remedy for failure to meet the defined Service Levels.
· Service Credits will only accrue as credits toward Customer’s monthly recurring fees and/or future purchases.
· Service Credits will not accrue, and any accrued Service Credits will expire automatically, if Customer is not current on all payment obligations.
· Under no circumstances will total credits in any month exceed 15% of Customer’s current monthly recurring fees in the calendar month which Service Credits occur.













Standard Call Handling SLAs

	Severity Level
	Definition
	Remote Response Time Goal
	On-Site Response Time Goal*
	Remote/Onsite Resolution Time Goal 
	Problem Correction

	1
Product Failure or Loss of Service
	Severity Level 1 problems involve a System failure and a major loss of functionality that renders the entire System inoperable.
	15 minutes
	4 hours
	Intrado to troubleshoot within 24 hours and dispatch (if needed) within 72 hours of the issue being identified.  Resolution time is dependent on the CPE and/or network service provider and varies based on the identified issue.  Intrado will work with the PSAP and service providers until the issue has been resolved.  Intrado’s ECaTS Analyst Team will verify data is accurate and being successfully received by the CPE within 24 hours.  
	Intrado will provide the customer with a program code correction, program code patch, or a procedure for the customer to bypass or work around the defect in order to continue operations. If a bypass procedure is used, Intrado will continue defect resolution activity, on a high severity basis, until a program correction code or patch is provided to the customer.

	2
Severely Impaired functionality (more than 50%)
	Severity Level 2 problems involve the failure or loss of functionality of non-critical functional components or features, while the System itself remains operable.
Severity Level 2 involves a major impact such as a loss of 50% of call taking capacity or a loss of all of dispatch or the loss of a major functionality (e.g. no delivery of either ANI or ALI).
	1 hour
	4 hours
	Intrado to troubleshoot within 24 hours and dispatch (if needed) within 72 hours of the issue being identified.  Resolution time is dependent on the CPE and/or network service provider and varies based on the identified issue.  Intrado will work with the PSAP and service providers until the issue has been resolved.  Intrado’s ECaTS Analyst Team will verify data is accurate and being successfully received by the CPE within 24 hours.  
	Intrado will provide the customer a program code correction, program code patch, or a procedure for the customer to bypass or work around the defect to continue operations. If a bypass procedure is used, Intrado will continue problem or defect resolution activity, on a high severity basis, until a program correction code or patch is provided to the customer.

	3
Non-Critical System Failure (Less than 50%)
	This class of problem requires action from the Call Center within a short time.
Severity Level 3 problems may cause performance degradation or system components to malfunction.
Severity Level 3 may involve one position non-functioning.
	8 Business hours
	Next Business Day
	Intrado to troubleshoot within 48 hours and dispatch (if needed) within 96 hours of the issue being identified.  Resolution time is dependent on the CPE and/or network service provider and varies based on the identified issue.  Intrado will work with the PSAP and service providers until the issue has been resolved.  Intrado’s ECaTS Analyst Team will verify data is accurate and being successfully received by the CPE within 24 hours.  
	Intrado will provide the customer with a program code correction in a maintenance release.











	4
Minor Issue
	This class of problem is non-service Affecting and includes problems such as incorrect operation of a minor functionality or System component that is infrequently used, and problems that have feasible work-around available (e.g. incorrect operation of a functionality of 911 without loss of all of dispatch). Core functionality is not affected.
	Next Business Day
	Next Business Day
	Intrado to troubleshoot within 48 hours and dispatch (if needed) within 96 hours of the issue being identified.  Resolution time is dependent on the CPE and/or network service provider and varies based on the identified issue.  Intrado will work with the PSAP and service providers until the issue has been resolved.  Intrado’s ECaTS Analyst Team will verify data is accurate and being successfully received by the CPE within 24 hours.  
	Code correction may be provided in a future maintenance release or a commercially reasonable effort to provide a work around solution.

	5
Inquiry
	This is not a class of problem, but is an inquiry only.
	2 Business Days
	Does not apply
	Intrado to respond within 48 hours. A dispatch does not apply for severity 5. Resolution time is dependent on the CPE and/or network service provider and varies based on the identified issue.  Intrado will work with the PSAP and service providers until the issue has been resolved.  Intrado’s ECaTS Analyst Team will verify data is accurate and being successfully received by the CPE within 24 hours.  
	Does not apply.



ECaTS Support Hours:
Monday through Friday from 8am-5pm Pacific
(9am-6pm Mountain/10am-7pm Central/11am-8pm Eastern)
Phone: 855-333-0827
Email:  support@ecats911.com

Intrado Help Desk Support Hours: 
24 hours a day, 7 days a week
Phone:  800-361-2596
Email:  callcenter@intrado.com
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