






 

SLA Terms and Conditions 
 
1. Definitions 

1.1. “8x5x365” Service availability is 8h30 to 
16h30 during Business Days.  

1.2. “Allowable Downtime” The amount of 
non-availability calculated as a standard 
month of 43200 less the Guaranteed 
Uptime percentage of minutes. 

1.3. “Emergency Redundancy Installations” 
will be done after 48 hours of downtime, 
Line of Sight and/or Network Feasibility 
permitting, and are non-billable. 

1.4. “Fault” is defined as a system affecting 
interruption that is classified as one of 3 
priorities; P1, P2 or P3. 

1.5. “Firmware Upgrades” are limited to 
equipment rented from the supplier. 

1.6. “Emergency Lightning Replacement” is 
applicable to equipment rented from the 
supplier, and will be replaced same day 
if requested before 12h00. 

1.7. “Guaranteed Uptime” is the amount  of 
service availability measured as a 
percentage of 43200 minutes. 

1.8. “Incident” is used interchangeably with 
“Fault”. 

1.9. “MACs” means Moves Additions and 
Changes 

1.10. “Mean Time to Respond” (MTTR): The 
time taken to contact the customer. 

1.11. “Mean time to Repair “(MTTR)”: The time 
taken to restore the service to normal 
operation. 

1.12. “Mean time to Site” (MTTS): The time 
taken for an Engineer to get to the 
customer’s premises. Based on a 50km 
radius from the supplier’s premises.  

1.13. “Monthly Service Fee” shall be the 
annuity billing amount of the underlying 
service after any discounts. 

1.14. “Off-site Configuration Storage” is done 
once every 24 hours. 

1.15. “Penalties” For the purposes of 
calculating Penalties, all months will be 

deemed to be 43200 minutes long, 
irrespective of the actual number of days 
in that particular month. In the event that 
the total availability during the calendar 
month in question is less than the 
Guaranteed Uptime, the Penalty shall be 
calculated as a percentage of the 
Monthly Service Fee multiplied by the 
period of downtime, less the amount of 
Allowable Downtime. No penalties will be 
issued for any period during with the 
service is unavailable for less than 15 
consecutive minutes.  

1.16. “P1”: Priority 1 – Major system outage 
with all users affected. Customer cannot 
continue with normal operations  

1.17. “P2”: Priority 2 – Major system failure 
with many users affected. Business can 
continue but is impaired. 

1.18. “P3”: Priority 3 – Minor fault or 
operational problem, causing user 
problems but not affecting day to day 
operation. 

1.19. “Priority Number”: is a telephone number 
assigned exclusively to the supplier’s 
Managed Services Customer.  

1.20. “Software Upgrades”: are limited to 
equipment rented from supplier. 

 
2. Conditions 

2.1. Non-billable engagements will become 
billable where the fault is determined to 
be on the Customer side. 

2.2. Internet Connectivity SLAs must be 
taken in conjunction with last mile SLA’s 
for Penalties to be payable. 

2.3. Penalties are only payable on fixed 
annuity amounts and not usage. 

2.4. MPLS VPNs must be taken in 
conjunction with last mile SLAs for the 
Penalties to be payable. 
 

 
 
 
 
 
 
 
 
 


