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SLA Sample

A sample service-level structure for support windows, response handling, escalation,
maintenance and reporting.

Prepared for preliminary review and scope confirmation

Review v1.0

Briefing, due diligence, procurement, pilot planning or tender invitation

No public references or project names without written approval

Prepared for procurement, IT, leadership and due-diligence review. Sample/template content must be finalized

after scope confirmation.

Decision supported

Use this document to decide whether Core-Intel should be invited to a briefing, site survey, technical proposal,
pilot scope discussion or tender response.

Recommended next

step

Contact

Request a 30-minute briefing, send tender requirements or request a
confidential pilot discussion.
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A sample service-level structure for support windows, response handling, escalation, maintenance and reporting.

How to use this document

Use this document as a structured starting point for review. It does not replace final tender instructions, legal

review, signed scope, pricing, hosting policy or client security requirements.

SLA elements

e Support hours and contact channels
 Severity levels

« Initial response targets

 Escalation path

» Maintenance windows

» Monthly service report

What the organization receives
* A clearer review artifact

¢ Questions to confirm

* Evidence list

* Procurement-ready discussion points

Scope boundaries

« No final pricing without confirmed scope

* No certification claim unless documented

* No public references without written approval

« Final tender requirements prevail

Reviewer What to confirm

Leadership Problem, expected outcome and decision
gate.

IT / Security Hosting, access, audit, backup,

integrations and support assumptions.

core-intel.io | info@core-intel.io | +964 785 333 2770 | Najaf, Iraq

Important note

« This sample does not create a guaranteed SLA
by itself

« Final targets depend on signed support scope

« Critical monitoring can be agreed for selected
production systems

What Core-Intel needs
« Target workflow or site

« Decision stakeholders

« Hosting preference

« Security and confidentiality rules

Recommended next action
« 30-minute briefing

* Scope confirmation

« Technical/procurement package

« Pilot or site-survey kickoff after approval

Evidence to request

Executive brief, dashboard sample and
pilot recommendation.

Architecture notes, role matrix, security
guestionnaire and export rules.

Available for ministries and enterprise tenders
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Technical proposal, implementation

Scope, exclusions, deliverables,
plan, SLA model and checkilist.

maintenance, SLA and acceptance

criteria.

Procurement

Important note

This document is prepared for early evaluation and scope discussion. It is not a certification, legal opinion or
final contract. Final commitments, service levels, hosting, security controls, pricing and timelines must be

confirmed in a signed proposal or agreement.
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