1. [bookmark: _Toc34311302]Service Level Agreement (SLA)
Expected service level agreement (in brief) is as followed.
	Severity Definition 
	

	Severity 
	Used for 

	Critical 
	Completely not functional
Production application down or major malfunction resulting in majority of users unable to perform their normal functions. 

	Major/Moderate 
	UP but not functional and affected Business
Critical loss of application functionality or performance resulting in high number of users unable to perform their normal functions. 

	Minor/Normal
	Functional with some error and not affected business
Minor loss of application functionality or product feature question. 



	Severity  Type 
	Response Time 
	Workaround Time 
	Restoration time 

	Level 1 (Critical) 
	<00.30 minutes 
	<02:00 Hours 
	<04:00 hours

	Level 2 (Major) 
	<00.30 minutes 
	<05:00 hours 
	<07:00 hours

	Level 3 (Minor) 
	<00.30 minutes
	<36:00 hours 
	<72 hours 
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	01.Data of manually prepared ISS report must be reconciled with automated data

	02. Project must be completed by 30 September 2020
	
	

	03. Data calculation method must be reflected upon query
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