[image: image1.png]Paramount IT

Solutions




[image: image2.png]Paramount
HSLSIIONT




Pamount IT Solutions Ltd

Service  level  agreement

Service level agreement (SLA)

Introduction

This service level agreement (SLA) describes the levels of service that  (‘the client’) will receive from  (‘the supplier’).

This SLA should be read alongside the IT support contract between the client and the supplier. Although the SLA covers key areas of the client’s IT systems and support, the support contract may include areas not covered by this SLA.
Purpose

The client depends on IT equipment, software and services (together: ‘the IT system’) that are provided, maintained and supported by the supplier. Some of these items are of critical importance to the business.

This service level agreement sets out what levels of availability and support the client is guaranteed to receive for specific parts of the IT system. It also explains what penalties will be applied to the supplier should it fail to meet these levels.

This SLA forms an important part of the contract between the client and the supplier. It aims to enable the two parties to work together effectively.

Parties
This SLA is between:

	The client:
	The supplier:

	Pirgacha Saint Pauls  High School
Contact:

Madhupur,

Tangail,

Dhaka, Bangladesh.

Cell: 01740 940485



	Paramount IT Solutions Ltd.
Contact:
12,Gongadash Goh Road

Mymensingh,

Dhaka, Bangladesh.

Cell : 01711857813, 01711857814
E-mail: info@paramountitsol.net


Date and reviews

This agreement begins on  and will run for a period of  ……….…….……………… 2015. It may be reviewed at any point, by mutual agreement. It may also be reviewed if there are any changes to the client’s IT system.

Equipment, Software and services covered

This SLA covers only the equipment, software and services in the table below. This list may be updated at any time, with agreement from both the client and supplier.

Please note:

· The supplier guarantees response times for all items listed in this section. 

· The supplier confirmed service  all items listed in this section.
These items have been assigned a priority level, from 1 (most important) to 5 (least important). The priority levels help determine the guaranteed uptime and response time.

Products Drescription

	Serial
	Item type
	Number of items
	Period
	Priority Level

	01
	Web Hosting Server

(Pivate Cloud package)
	1
	1 year
	100 %

	02
	Automation Software
	1
	Life Time
	99.00 %

	03
	Billing Software
	1
	Life Time
	100 %

	04
	SMS Software
	1
	Follow As SMS Amount Validity Time
	85.00 %

	05
	SMS Amount

(First Time)
	500
	1 year
	100 %


Exclusions
This SLA is written in a spirit of partnership. The supplier will always do everything possible to rectify every issue in a timely manner.

However, there are a few exclusions. This SLA does not apply to:

· Any equipment, software, services or other parts of the IT system not listed above

· Software, equipment or services not purchased via and managed by the supplier

Additionally, this SLA does not apply when:

· The problem has been caused by using equipment, software or service(s) in a way that is not recommended. 

· The client has made unauthorised changes to the configuration or set up of affected equipment, software or services.

· The client has prevented the supplier from performing required maintenance and update tasks. 

· The issue has been caused by unsupported equipment, software or other services.

Having said all that,  aims to be helpful and accommodating at all times, and will do its absolute best to assist [client] wherever possible.

Responsibilities
Supplier responsibilities

The supplier will provide and maintain the IT system used by the client.

The IT support contract between the supplier and the client includes full details of these responsibilities.

Additionally, the supplier will:

· Ensure relevant software, services and equipment are available to the client in line with the uptime levels listed in the table.
· Respond to support requests within the timescales listed in the table.

· Take steps to escalate and resolve issues in an appropriate, timely manner.

· Maintain good communication with the client at all times.

Client responsibilities

The client will use the supplier-provided IT system as intended.

The IT support contract between the supplier and the client includes full details of the IT system and its intended uses.

Additionally, the client will:

· Notify the client of issues or problems in a timely manner.

· Provide the supplier with access to equipment, software and services for the purposes of maintenance, updates and fault prevention.

· Maintain good communication with the supplier at all times.

Guaranteed uptime

Uptime levels

In order to enable the client to do business effectively, the supplier guarantees that certain items will be available for a certain percentage of time.

These uptime levels apply to items in the Equipment, software and services covered table that show a tick in the Covered for uptime.  
The level of guaranteed uptime depends on the priority level of each item:

	Product 
	Guaranteed uptime

	Web Hosting Server

(Pivate Cloud package)
	99.00 %

	Automation Software
	100 %

	Billing Software
	100 %

	SMS Software
	98.00 %

	SMS Amount

(First Time)
	100 %


1 Measurement and penalties
1. For Let Renew Domain And Web hosting Server Will be Automatically Suspend Or Service Stop.

2. Let fee Applicable For 20 Days Only From Renewal Date.
3. Client Will be Disclosed After 21 Days From Renewal Date.
4. If Client Disposal any Programme in C-panel then will be applicable maintenance Charges. 
Security levels

The security levels shown in the tables above are defined as follows:

1. Client Keep All Passwoard as their own Responsibilty. 
2. Supplier Confirm their server security. 

Service Warranty
Supplier will confirm 2 years
service warranty form delivary date. After 2 year applied service charges. 
Supplier service charges confirm before maintenance.
Payment Process
1. Client Pay Their Sub Total in two installments.
2. First & Second installments Equal.

3. First installment pay Order date.

4. Second installment pay Delivery date.
5. Any Client unable to pay second  installment this client will be disqualified in this order and First installment

will be confiscated. 

6. Sub total is counted from order form.

Registered Person: 
Name:

Surname:

Mobile Number: 

Signature
Technical Contract Person ( Technical Person Wiil be accept all technical resposibilities ) :
Name:

Surname:

Mobile Number: 

Signature
Signatures
This service level agreement is agreed as part of the IT support contract between  and :

Signed on behalf of the client:
Name:
Position:

Seal And Signature
Signed on behalf of the supplier:


Name:      Md. Mohai Minul Islam Emon

Position:  CEO , Paramount IT Solutions Ltd.
Seal And Signature

