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ANNEXURE A - PRIORITY DEFINITION, RESPONSE AND RESOLUTION TURNAROUND TIMES
Service Provider Name: ________________________________________________
Priority Definitions and descriptions

	Priority
	Definition

	1
	Total loss of service or significant service 

	2 
	Impairment of a specified function (e.g. search functionality, access to the administrative interface, etc.) 



Response and resolution times

	Support required
	Support case priority
	Response time
	Resolution time

	Gold package support 

	1
	1 hours
	All reasonable endeavours to provide a resolution within 4 hours of the support case being logged.

	Gold package support 

	2
	1 hours
	All reasonable endeavours to provide a resolution within 6 hours of the support case being logged.



We hereby confirm that we have read and confirm that we understand the requirements regarding response and resolution. 

We undertake to adhere to these and confirm that they have been considered when submitting a response to RFQ ER-RFQ/2022-2023/Mimecast.



Signature: __________________				Date: _________________			
							
Print name of signatory: _________________________________	

	
Designation: ___________________________________________	

ER-RFQ/2022-2023/010/Mimecast.
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