	Crucial Priority (Severity A) (Impact on MIC2’s Operations)
	Immediate response by phone or email
	Maximum 2 hours resolution time as of the response / 24 hours - 7 days a week 

	Average Priority (System Urgent or Severity B)
	Response by phone or email within a maximum of 3 hours
	Maximum 6 hours resolution time as of the response / 24 hours - 7 days a week 

	Not Critical (System is running with no threat)
	Response by phone or email within a maximum of 5 hours
	Maximum 5 working days for resolution as of the response including site visit upon MIC2’s request 

	Query
	Response by phone or email within maximum 1 day
	Maximum 2 weeks for resolution as of the response including site visit upon MIC2’s request 

	Hardware Repair and Return
	Response by phone or email within maximum 1 day
	Maximum 6 weeks for resolution time as of the response
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