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GAS&COM SLA —

The right service level agreement for every service

Our SLAs for dark fibre and managed services
ensure maximum service stability and availa-
bility. We're always available when you need
us — even when something isn't working
quite as expected.

The service level defines the characteristics
of the service in particular. Is a connection
with guaranteed 24/7 availability and
intervention during business hours
sufficient, or does the service need to

be fail-safe, i.e. redundant?
And that's why we've put together an SLA
portfolio that is part of our performance
promise and is set down in the form of a
contract. For each individual service you
can chose the right SLA which will
contractually be guaranteed.

Have a look at our range of SLAs.
Chose the one that fits your requirements.

Our performance promise. For each individual service
you can chose the right SLA which will contractually
be guaranteed

Dedicated 24/7 network operations centre (NOC) in Aarau
with emergency NOC in dispatching center Oberbuchsiten

24/7 piquet service through our specialists

Both parties always have the contact and escalation

information they need to reach one another From simple to redundant routing and redundant system

configuration (Premium Platinum)
Proactive/reactive monitoring and incident
management

SLA Dark Fibre Bandwidth services SLA

Silver Premium Premium Platinum
Availability 99.8 % 99.9% 99.9 % 99.95 % 99.99 %
Troubleshooting times 24/7 Mon—Fri: 7am-6pm  24/7 24/7 2417
NOC fault registration 24/7 24/7 24/7 24/7 24/7
Monitor service No monitoring Monitoring Monitoring Monitoring Monitoring
Troubleshooting Reactive Reactive Reactive Proactive Proactive

Recovery time Best-effortgoal<19hours  <8hours < 6 hours < 4 hours < 2 hours
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