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Service Level Agreement ( SLA) 2020 

Convectium / A Jacksam Company 
 

Definitions 

I ssue Severity Levels: 
 

Level 4 System i s down, a l l operat ion  halted. ( i e : No power, Fa i l s Self-Test) 

Level 3 
System has fa i l ures, work cont inues  but i s impeded. ( Exceeds 

fa i l ure ra te) 

Level 2 
Sys tem ope ra t i ona l ,  work c on t in ues  i s impe de d .  ( Ope ra t io na l  

I nstruct ion) 

Level  1 I n f o rmat i on a l  R equ es t .  

 
Levels of Service: 

 

Pre- Sale – Equipment on s i te but not i nstal led,  

Warranty – Equ ipment  i nsta l led and made operat ional  with no service 

agreement. 

Service Agreement – System operational 

 
Response Types: 
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Remote Service  - Convect ium Service  or Technical personnel  respond to 

request  using phone or computer  v i deo conference. 

On S i te – Convect ium representat ive  wil l arr i ve a t equ ipment l ocat ion  and 

perform serv ice request a t equ ipment l ocat ion . 

Notif icat ion:  A contact  i s made to Convect ium by e i ther phone or emai l . 

Response:  A contact  has made by Convectium to a received not i f i cat ion . 

Premium Service Agreement:  A separate contract  defines  premium l evels of 

service a t addi t ional  expense. 

I ssue Process: 

I ssue Notification 
 

When a customer requires serv ice  or ass is tance  with their equipment,  they wil l 

noti fy  Convect ium using one of the fo l l owing methods:  

Notifying their account manager. 

Sending an email to s upport@ convect  ium. com  

Sending an email here wil l generate an auto- response to the 

customer, not i fy ing them of our fo l l ow- up procedure. 

I ssue Response 
 

Pre- Sale 

Response wil l be performed using Remote Service wi thin  24 hours. 

Warranty 

L4 – Response wil  l be with in  4 business hours and wil  l be performed using 

Remote Service unti l  i t i s determined On S i te response i s requi red. Once 

that determinat ion i s made, arrangements wil l be made to arr i ve wi thin  48 

hours. 

L 3 - Response wil  l be wi thin  4 business hours and wil  l be performed using 

Remote Service unti l  i t i s determined On S i te response i s requi red. Once 

that determinat ion i s made, arrangements wil l be made to arr i ve wi thin  48 

hours. 

L 2 - Response wil  l be performed using Remote Serv ice. 

L 1 - Response wil  l be performed using Remote Serv ice. 

Premium Service Agreement 

Response wil  l be with in 2 business hours and wil  l be performed using 

Remote Service  unti l  i t i s determined On S i te response i s required. Once 
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that determinat ion i s made, arrangements wil l be made to arr i ve wi thin  48 

hours unless otherwise spec i f ied i n Serv ice  Agreements. 

I ssue Closure 
 

Pre- Sale 

Upon complet ion of i n format ion  exchange between  Convect ium and 

equipment purchaser. 

Warranty 

L4 - Successful  repair  or replacement of fa i l ed equipment. I f repai r or 

replacement  of fa i l ed equ ipment  has not resolved the i ssue see Escalat ion  

of I ssue or I ssue Mediation  for resolu t ion. 

L 3 - Successfu l repai r or replacement of fa i l ed equipment. I f repai r or 

replacement  of fa i l ed equ ipment  has not resolved the i ssue see Escalat ion  

of I ssue or I ssue Mediation  for resolu t ion. 

L 2 - Successful  repair of fa i l ed equ ipment.  I f repair or rep lacement  of 

fa i l ed equ ipment  has not resolved the i ssue see Escalat ion  of I ssue or 

I ssue Mediat ion  for resolu t ion . 

L 1 – Successful i nformation exchange. 

Premium Service Agreement 

Typical Response wil l be wi thin  2 bus iness hours and wil  l be performed 

using Remote Serv ice  unti l  i t i s determined On- s i te response i s required. 

Once that determinat ion  i s made, arrangements  wil l be made to arr i ve 

with in  48 hours unless  otherwise  spec i f ied i n Serv ice  Agreements. 

 

 
 
 
 
 
 
 


