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IS
Support Services

Our partners/customers need only to focus on
their core business.

Operations SLA (Service Level Agreements)
Commitment.

Staffing, training and retaining, capacity utilization and
turn over challenges are behind your back — for good. Our
commitment in managed services is up to functionality
required by your business demands.




Scope

Infrastructure Support Services

ITS is a single point of contact to handle all support tickets with
vendors where the valid B2B agreement with them, ITS will
manage vendors' contracts and tickets on behalf of customers
without financial liabilities on ITS.

Single point of contact through ITS Unified Service Desk usd@its.ws
Access to https://support.its.ws for reporting incidents

Log a call for incidents to the vendor service desk

Response — according to Vendor SLA

Review, assess and advise the customer for the B2B agreement
Alert for B2B agreement renewal 2 months in advance

Maintain the installed base and track it along the product life cycle

Application Support Services

Provided as standard service for all licensed application software.

» Access to ITS Unified Service Desk - USD
« |TS USD RAS and Telephone Support

» Access to https://support.its.ws Single point of contact through
ITS Unified Service Desk - USD

» Notification of software updates and patches

Bug fixes notification

Release updates (media delivery)

On-line/Telephone Coverage during ITS regular business hour
Initial Response according to problem criticality

Vendor Break & Fix
B2B 1112 L3

24x/ : :
SIA Online Proactive

Desk Portal Services

SR
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Y CONNECT WITH US

To learn more about partnering with ITS for
digital success, please visit www.its.ws or email
info@its.ws
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