
S L A

S T A N D A R D S L A  
D E F I N I T I O N S

CALL WINDOW
5 d ay s a week, 8
h ou rs a day, e xc lu d i n g  
Serv e rcare hol idays 
C o v e r ag e W i n d o w

EXAMPLE: A call l o g g e d at 1400 will h av e a Fie ld E n g i n e e r onsite n o later 
th an 1700 the next business d ay if required b y the customer. A s always, 
cu stom ers h av e the right to defer to a m o r e convenient t i m e b ased solely at 
their discretion. Parts to facil itate the repair are included b u t are not 
gu aran teed within the response window.

COVERAGE WINDOW
5 d ay s a week, 8
h ou rs a day, exc lu d i n g  
Serv ercare hol idays

RESPONSEWINDOW
Wi th i n n ex t business
d a y of inc ident  
a c k n o w l e d g e m e n t8 x 5 x N B D

Onsite 
R e s p on s e

CALL WINDOW
5 d ay s a week, 8
h ou rs a day, exc lu d i n g  
Serv e rcare hol idays

EXAMPLE: A call l o g g e d at 1000 will h av e a Fie ld E n g i n e e r onsite n o later 
th an 1400 that s a m e work i n g d ay if requi red b y the customer. As always, 
cu stom ers h av e the right to defer to a m o r e convenient t i m e b ased solely at 
their discretion. Parts to facil itate the repair are included b u t are not 
gu aran te e d within the response window.

COVERAGE WINDOW
5 d ay s a week, 8
h ou rs a day, exc lu d i n g  
Serv ercare hol idays

RESPONSEWINDOW
Wi th i n 4 h r s of inc ident
a c k n o w l e d g e m e n t

8 x5 x4 hr  
Onsite 

R e s p o n s e

CALL WINDOW
7 d ay s a week, 24
h ou rs a day, in c l u di n g  
Serv e rcare hol idays

Servercare - Server warranty 
without worry

EXAMPLE: A call l o g g e d at 0 2 0 0 will h av e a Fie ld E n g i n e e r onsite n o later 
th an 0 6 0 0 that s a m e d ay if requi red b y the customer. As always, customers 
have the right to defer to a m o r e convenient t i m e b ased solely at their 
discretion. Parts to facil itate the repair are included b u t are not guaranteed 
within the response window.

COVERAGE WINDOW
7 d ay s a week, 24
h ou rs a day, in c l u di n g  
Serv ercare hol idays

RESPONSEWINDOW
Wi th i n 4 h r s of inc ident
a c k n o w l e d g e m e n t

24/7 4h r  
Onsite 

R e s p o n s e



S L A

S T A N D A R D S L A  
D E F I N I T I O N S

CALL WINDOW
5 d ay s a week, 8 hours
a day, e x cl u d i ng  
Serv e rcare
hol idays

EXAMPLE: A call l o g g e d at 1000 will h av e a Fie ld E n g i n e e r resolve the 
incident n o later t h an 1400 that s a m e d ay if required b y the customer. As 
always, cu st om e rs have the right to defer to a m o r e convenient t i m e based 
solely at their discretion. Parts to facil itate the repair are included and 
gu aran teed within the resolution window.

COVERAGE WINDOW
7 d ay s a week, 24
h ou rs a day, in c l u di n g  
Serv ercare hol idays

RESPONSEWINDOW
Wi th i n 4 h r s of inc ident
a c k n o w l e d g e m e n t

8x5,
4 h r Fix

CALL WINDOW
7 d ay s a week, 24
h ou rs a day, in c l u di n g  
Serv e rcare hol idays

EXAMPLE: A call l o g g e d at 0 3 0 0 will h av e a Fie ld E n g i n e e r resolve the 
incident n o later t h an 0 7 0 0 that s a m e d ay if required b y the customer. As 
always, cu st om ers have the right to defer to a m o r e convenient t i m e based 
solely at their discretion. Parts to facil itate the repair are included and 
gu aran te e d within the resolution window.

COVERAGE WINDOW
7 d ay s a week, 24
h ou rs a day, in c l u di n g  
Serv ercare hol idays

RESPONSEWINDOW
Wi th i n 4 h r s of inc ident
a c k n o w l e d g e m e n t

24/7,
4 h r Fix

CALL WINDOW
5 d ay s a week, 8
h ou rs a day, exc lu d i n g  
Serv e rcare hol idays

Servercare - Server warranty without 
worry

EXAMPLE: A call l o g g e d at 1500 will h av e a Fie ld E n g i n e e r resolve the 
incident n o later t h an 1700 o n the next business d ay if required b y the 
customer. A s always, cu st ome rs h av e the right to defer to a more
convenient t i me b ased solely at their discretion. Parts to facil itate the repair 
are included a n d gu aran t e ed within the resolution window.

COVERAGE WINDOW
5 d ay s a week, 8 hours
a day, ex cl u d i ng  
Serv ercare
hol idays

RESPONSEWINDOW
Wi th i n t h e Next
B u s i n e s s D a y of inc ident  
a c k n o w l e d g e m e n t

8x5,
N B D Fix


