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PTL Standard Service Level Agreement 

 

These Service Level Agreement terms (“SLA”) are supplemental to and form part 
of the Maintenance and Support Contract (“Contract”) and SaaS Terms between 
Customer and PTL, which can be found https://paytestlab.com/legal/.  

These SLA terms outline the levels of support and service provided by PTL to 
Customers for our Software and Hardware Products, and SaaS services. These SLA 
terms establish the service commitments based on the chosen support Tier: 
Standard, Gold, or Platinum. 

Defined terms in this SLA shall have the same meaning as in the PTL Terms and 
Conditions and the Contract, unless otherwise defined herein. In the event of any 
conflict or inconsistency between these SLA Terms and any other documents 
that form part of the Agreement, the Order of Precedence clause in the PTL 
General Terms and Conditions will apply. 

1 Definitions 

Unless otherwise defined herein or in the Contract, all capitalized terms used 
within this SLA have the following meaning: 

1.1 “Tier or Tiers” means the different level service tiers detailed in Section 6 
below. 

1.2 “Customer” means a company with a current Contract with PTL. 

1.3 “Degraded Performance” means a lower quality of service as described in 
this SLA (e.g. temporarily broken or temporarily unavailable functionality). 

1.4 “Downtime” means the period of time during which the Product or SaaS 
service is wholly unavailable to Customer, for which less than 24 hours’ 
notice was provided to affected Customers. However, Downtime shall not 
include: 
 
1.4.1 Scheduled Maintenance; 
1.4.2 Degraded Performance; 
1.4.3 factors outside of PTL’s control, including any force majeure events; 
1.4.4 failures, acts or omissions of PTL’s upstream providers; 
1.4.5 failures of the internet; 
1.4.6 acts or omissions of Customer and its Authorized Users; and 
1.4.7 enforcement of Regulations. 

1.5 "Service Hours" means the applicable service hours in which service is 
provided in each applicable Tier, as detailed in the tables in Section 7 below. 

http://www.paytestlab.com/
https://paytestlab.com/legal/
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1.6 "Resolution Time" means	the time between the Response Time until the 
issue is resolved. 

1.7 "Response Time" means	the time between receiving a Ticket and the time 
of commencing work on the issue. 

1.8 "Scheduled Maintenance" means	planned outages, either suspending 
service in full or in part, which PTL will endeavor to announce at least 5 
working days in advance and in any case will announce no later than 24 
hours in advance, which will not exceed a reasonable period of time for the 
maintenance required and which, where possible, shall take place outside 
Standard Tier Service Hours. 

1.9 “Support Portal” means the PTL support portal for Customers with access 
under an active Contract. 

1.10 "Ticket" -	an electronic request sent to PTL by Customer either via email 
(support@paytestlab.com) or via the Support Portal. 

2 Scope of the Service Level Agreement 

2.1 This SLA applies only to the Products and SaaS services described in the 
Contract and SaaS Terms. This SLA does not apply to any third-party 
software, equipment, services, or other parts of an information technology 
system, whether or not they are purchased from or managed by PTL. 

2.2 During Scheduled Maintenance, services may be temporarily unavailable. 
Emergency maintenance may occur to address critical issues and will be 
communicated promptly to minimize disruption. Downtime due to 
Scheduled Maintenance and/or Emergency Maintenance; force majeure 
events, such as natural disasters, war, or acts of terrorism; issues caused by 
third-party services or Customer equipment; non-compliance with 
recommended usage or configuration guidelines, is not considered a breach 
of uptime commitments or any commitments herein. 

 This SLA states PTL’s target response times and estimated resolution times. 
Customer is not entitled to any service credits, refunds, or other 
compensation for any failure to meet any target or estimate in this SLA. 
Customer’s sole remedy for any failure to meet the targets or estimates in 
this SLA is PTL’s commercially reasonable efforts to respond, escalate, and 
work toward resolution in accordance with this SLA. 

2.3 Support is provided through the following channels, with varying levels of 
priority based on the service tier: 
2.3.1 Email Support: Available for all tiers.  
2.3.2 Support Portal: Available for incident reporting and tracking for all 

tiers. 

2.4 PTL will monitor the service performance to ensure compliance with the 
service levels outlined in the chosen Tier. 

 

mailto:support@paytestlab.com
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3 Responsibilities 

3.1 PTL responsibilities: 
 
3.1.1 Ensure the relevant SaaS services are available to Customer in 

accordance with the Uptime guarantee in the SaaS Terms.  
3.1.2 Respond to support requests within the timelines listed below. 
3.1.3 Take steps to escalate, diagnose, and resolve issues in an appropriate 

and timely manner, including the allocation of a sufficient number of 
skilled staff and the collection of necessary information. 

PTL will rectify material issues with the Products and SaaS services, except 
where: 

3.1.4 The issue has been caused by the Customer’s misuse, use of the 
Products and/or SaaS services contrary to PTL training, Product 
documentation, or any other instruction issued by PTL. 

3.1.5 Customer has made unauthorized changes to the configuration or 
set-up of the affected Products and/or SaaS services. 

3.1.6 Customer has prevented PTL from performing maintenance on the 
Products and/or SaaS services. 

3.1.7 The issue has been caused by third party products.  
3.1.8 The issue has been caused by User(s), including by modifying part of 

the Products and/or SaaS services or by adding, deleting, or assigning 
improper rights to Users. 

3.1.9 Services affected by third-party providers outside the PTL’s control. 
3.1.10 Problems arising from hardware or software not covered under the 

scope of this SLA. 

3.2 Customer responsibilities: 
 
3.2.1 Use the Products and/or SaaS services as intended under the 

Contract, SaaS Terms and the PTL Terms. 
3.2.2 Notify PTL of issues or problems in a timely manner and as thoroughly 

as possible. 
3.2.3 Cooperate with PTL in its efforts to escalate, diagnose, and resolve 

issues by providing timely and accurate responses to requests for 
information. 

3.2.4 Provide PTL with access to equipment, software, and services for the 
purposes of maintenance, updates, and fault prevention.  

3.2.5 Maintain staff with adequate information technology knowledge to 
fulfill these responsibilities. 

 

4 Problem Reporting 

The Customer will report problems to PTL via a Ticket. The following information 
will be provided: 

4.1.1 Product / SaaS service involved. 
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4.1.2 Steps to reproduce the issue/problem. 
4.1.3 If the issue/problem is repeatable or random. 
4.1.4 Severity of issue/problem. 
4.1.5 Any other useful information pertaining to the issue/problem and/or 

required to open the Ticket on the Support Portal. 
 

5 Service Availability and Support Tiers.  

Service levels are structured into the three Tiers. Response times are 
consistent across all Tiers depending upon the priority level of the problem, 
however, the availability of support differs based on Service Hours. 
Support levels are available in three tiers -  	 

5.1.1 Standard Tier – Service availability is ensured during regular business 
hours (Monday to Friday, 9am to 5pm) Central European Time (CET). 
This Tier is the default Tier and is applicable to any SLA unless a Gold 
or Platinum Tier is purchased specifically by the Customer in an 
applicable Quote. 

5.1.2 Gold Tier – Service availability is ensured during regular business 
hours (Monday to Friday, 9am to 5pm) Central European Time (CET) 
and Eastern Standard Time (EST). 

5.1.3 Platinum Tier – Service is available 24/7, excluding weekends and 
public holidays in Slovenia and/or the United States. 

 

6 Severity Levels and Response Commitments 

Issues are categorized by priority to determine response and resolution 
approaches. 
 
Based on the Severity of an issue, PTL provides varying Resolution Times as 
detailed in the charts below. 

 

SLA for SaaS services: 

Priority Type of Problem 
Response 
Time 

Estimated 
Resolution 
Time 

Escalation 

1. Critical 

Highly critical 
alert. SaaS 
services are not 
available for use 
or a significant 
portion of the 
SaaS services are 
not available, and 
no workaround is 
available. 

1 hour during 
Services 
Hours of the 
applicable 
service Tier. 

1 business 
day 

Escalates 
directly to 
senior 
technical 
support; 
immediate 
management 
notification. 
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2. 
Major/Serious	 

Major/Serious 
alert. One or more 
elements of the 
SaaS services 
critical to the 
functioning of the 
SaaS services 
have ceased to 
respond 
completely. 

2 hours 
during 
Services 
Hours of the 
applicable 
service Tier. 

3 business 
days 

Escalated to 
support 
manager if 
not resolved 
within target 
time. 

3. Non-Critical	 

Non-critical alert. 
One or more 
elements of the 
SaaS services 
have ceased to 
respond 
completely or 
respond slowly, 
and a workaround 
is available. 

24 hours 
during 
Services 
Hours of the 
applicable 
service Tier. 

5 business 
days 

Escalated to 
senior 
support staff 
after 24 
hours of no 
response. 

4. Notification 

Notification of 
minor issues that 
does not prohibit 
Customer from 
utilizing SaaS 
services in any 
material way. 

24 hours 
during 
Services 
Hours of the 
applicable 
service Tier. 

best efforts 

Escalated 
only if 
unresolved 
for more 
than 10 
business 
days. 

SLA for Software Products 

Priority Type of Problem 
Response 
Time 

Estimated 
Resolution 
Time* 

Escalation 

1. Critical 

Highly critical 
alert. Software is 
not available for 
use or a 
significant portion 
of the contracted 
functionalities are 
not available, and 
no workaround is 
available. 

1 hour during 
Services 
Hours of the 
applicable 
service Tier. 

1 business 
day 

Escalates 
directly to 
senior 
technical 
support;  

2. 
Major/Serious	 

Major/Serious 
alert. One or more 
elements of the 
Software critical 

2 hours 
during 
Services 
Hours of the 

5 business 
days 

Escalated to 
support 
manager if 
not resolved 
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to the functioning 
of the Customer’s 
solution have 
ceased to respond 
completely or 
respond 
extremely slowly. 

applicable 
service Tier. 

within target 
time. 

3. Non-Critical	 

Non-critical alert. 
One or more 
elements of the 
Software have 
ceased to respond 
completely or 
respond slowly, 
and a workaround 
is available. 

24 hours 
during 
Services 
Hours of the 
applicable 
service Tier. 

8 business 
days 

Escalated to 
senior 
support staff 
after 24 
hours of no 
response. 

4. Notification 

Notification of 
minor issues that 
does not prohibit 
Customer from 
utilizing Software 
in any material 
way. 

24 hours 
during 
Services 
Hours of the 
applicable 
service Tier. 

best efforts 

Escalated 
only if 
unresolved 
for more 
than 10 
business 
days 

* Resolutions times are contingent upon Customer having procured PaytestCore 
as part of the solution. 

SLA for Hardware Products 

Priority Type of Problem 
Response 
Time 

Estimated 
Resolution 
Time* 

Escalation 

1. Critical 

Highly critical 
alert. Hardware is 
not available for 
use or a 
significant 
proportion of the 
contracted 
functionalities are 
not available, and 
no workaround is 
available. 

1 hour during 
Services 
Hours of the 
applicable 
service Tier. 

2 business 
days 

Escalates 
directly to 
senior 
technical 
support;  

2. 
Major/Serious	 

Major/Serious 
alert. One or more 
elements of the 
Hardware critical 

2 hours 
during 
Services 
Hours of the 

5 business 
days 

Escalated to 
support 
manager if 
not resolved 
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to the functioning 
of the Customer’s 
business have 
ceased to respond 
completely or 
respond 
extremely slowly. 

applicable 
service Tier. 

within target 
time. 

3. Non-Critical	 

Non-critical alert. 
One or more 
elements of the 
Service(s) have 
ceased to respond 
completely or 
respond slowly, 
and a workaround 
is available. 

24 hours 
during 
Services 
Hours of the 
applicable 
service Tier. 

8 business 
days 

Escalated to 
senior 
support staff 
after 24 
hours of no 
response. 

4. Notification 

Notification of 
minor issues that 
does not prohibit 
Customer from 
utilizing Service(s) 
in any material 
way. 

24 hours 
during 
Services 
Hours of the 
applicable 
service Tier. 

best efforts 

Escalated 
only if 
unresolved 
for more 
than 10 
business 
days. 

* A Hardware resolution is considered completed once the Hardware is up and 
running again or a replacement part and/or a full replacement of the Hardware 
has been shipped by PTL. Resolutions times are contingent upon Customer 
having procured PaytestCore as part of the solution. 

PTL endeavors to maintain agreed response times per issue priority within the 
selected Tier’s service hours; Provide timely updates on issue status and 
resolution progress; and ensure issues are escalated promptly per the outlined 
paths if resolution is not achieved within the expected timeframe. 

Problem Resolution.	PTL will use its best efforts to resolve each problem within 
the time frame listed in the "Estimated Resolution Time" column. If the problem 
is not resolved within this time period, the problem will be escalated as indicated 
in the chart. Upon each escalation, PTL will immediately notify the Customer of 
the escalation and course of action taken to resolve the problem. 

Escalation Procedures. If an issue is not resolved within the agreed Resolution 
Time, it will be escalated to higher management based on predefined escalation 
paths, which may include contacting designated senior support staff and 
account managers as detailed in the charts above. 

 

 


