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Service Level Agreemento 

  

1 Fault Reporting and Rectification  
(a) 

(b) 

(c) 

Severity  Description  

(d) 

(e) 

(f) 

(g) 
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(h) 

(i) 

(j) 

(k) 

(l) 

2 Availability  
2.1 Service Level  

2.2 Calculation  

(a) 

(b) 

(c) 

(d) 

(e) 

(f) 

 

3 Response rates  
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Severity Level  Response time  Restoration Time   

• 

• 

4 Scheduled and emergency maintenance 
4.1 Scheduled maintenance 

4.2 Emergency maintenance 


