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In Service Level Agreement
1.0 Purpose:
This document will define the acceptable downtime (service level) for internal applications.
2.0 Definitions:
· Acceptable Silent - Max time before customers are called
· Between Acceptable Silent and Acceptable Downtime, we MUST notify customers
· Anything longer than Acceptable Downtime = LOST revenue
· Acceptable Downtime (Upgrade/Maintenance Window) is 3:00am

3.0 EM Platform Internal Applications: Worst Level Service Level Agreements
	Application
	Acceptable Silent Downtime (8am-8pm)
	Acceptable Silent Downtime (After Hrs)
	Acceptable Downtime (8am-8pm)
	Acceptable Downtime (After Hrs)
	Acceptable Downtime (Maintenance Window)

	EM Manager
	15 Min
	15 Min
	60 Min
	60 Min
	120 Min

	Offender Tracking
	60 Min
	90 Min
	90 Min
	120 Min
	240 Min

	Crime Tracking
	30 Min
	N/A
	60 Min
	60 Min
	120 Min

	Mobile EM Manager
	60 Min
	120 Min
	240 Min
	240 Min
	240 Min

	Monitoring Center Apps
	15 Min
	15 Min
	60 Min
	60 Min
	60 Min

	Monitoring Center
	5 Min
	5 Min
	30 Min
	60 Min
	60 Min

	Vcomm,  Alarms, DB
	15 Min
	15 Min
	60 Min
	60 Min
	60 Min

	HWAdmin
	60 Min
	240 Min
	60 Min
	240 Min
	480 Min

	Reports
	15 Min
	120 Min
	60 Min
	240 Min
	480 Min

	Corp Email
	5 Min
	60 Min
	10 Min
	60 Min
	60 Min

	Corp Phone System
	5 Min
	60 Min
	10 Min
	60 Min
	60 Min

	MC Phone System
	1 Min
	1 Min
	5 Min
	5 Min
	5 Min
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