








 

 

Support Support to be available during office 
hours (8am – 5pm) 

100% every month 

Errors 
 

Dashboard and features to be error free 
with minimal loss in vital screenshots or 
video capturing features 

100% every month 

Unplanned 
Outages 

Outages to be communicated to the 
Buyer within 24 hours. 

100% every month 

Planned 
Outages 

Notification to be provided 5 working 
days in advance 

100% every month 

Whole System 
Crash 

Resolution within 2-3 hours and a 
replacement service to be available 
within 24 hours 

100% every month 

 

    

If the level of performance of the Supplier during the Contract Period: 
 
(i) fails to achieve a Service Level in respect of each element of the Service, then the Customer 

shall be entitled to deduct the Service Credits from the Contract Price; and/or  
 
(ii) constitutes a Critical Service Failure, the Customer shall be entitled to terminate this Contract. 
 

 






