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Service Level Agreement & Tech Support

Information Product Mgg
Name Customer - Jioell gl
Product Title — il ol
P.O. Reference - 20 00)
Start Date — dyladl 2yl
End Date — alal &)U
Domain name - Gl gl

Tech Trans Co. confirms its interest in achieving

customer satisfaction by delivering on-demanc

Customer service and technical support. Here we
provide a list of technical support services that we wil
commit to you based on the SLA, The SLA does not
include time taken to fulfill deficiencies that the
customer did not provide. Customers must also comply
with the terms and requirements of each service as

described below.
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Scope of Service doasJl GUos
V| Servers and Cloud Hosting Management duw ool duis Ul dwiudlg g6l 81| v
V| Bugs Resolution duao ! JSliuadl ol
V| Information Security & Cyber Security lud! o illg Ulogle ol Joi &ylos| v/
V| User Manual pa2iluuall Jus| v

Out of Scope of Service

doasJl GUoi aJl.">

x | User Interface & Experience Design o3 lwoll dyyaig deoguu !l Ulaolgl guwuni|  x
x | Additional Features Development dwidillg dunoypdl oo Yl gghi| x
x | One Day Workshop Jol8 pgy duyyal duuyg| X
x | Consultation Sessions dyy Lidw ! Sluds|  x
x | Domain Name Management S9HSIYl GUal gybslf  x
x | Client Beneficiary's Helpdesk & Tech Support GLUL Shlweiwdl Gle dubllg idll el x
x | Anti-Cyber Attacks Service duig st Ul loasdl suo| x

How to request technical support

Al peall culb dyi

Tech Trans Co. is committed to interacting and
responding to inquiry requests by email:
cs@altgniah.sa

or by phone: 0112000292 - 210

on working hours (Sunday - Thursday) from (9:00
am - 4:00 pm)
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rights and obligations of Customer

1. Tech Trans Co. Management is committed to
providing customer service and technical support
available on business days of the week.

2. Customer requests and enquiries are treated
fairly and secretive, and the response is made
through the customer service system.

3. The customer is required to raise the request or
inquiries via the official email through one official
representative in accordance with this document.

4. The requester may escalate to the responsible
employee according to this document if the
service provision time exceeds.

5. The requester is fully responsible for his or her
choices and the regulations governing the
Services.

Rights and duties of the Tech Trans Co.

1. Tech Trans Co. is committed to interacting with
the right messages and requests, and
communicating with its requester over the
duration which may increase or decrease
depending on the situation.

2. Tech Trans Co. is committed to implementing
accountability for communication failure With
messages and requests from clients.

3. Tech Trans Co. customer service management
maintains rules of Justice and privacy in dealing
with clients requests.

4. The Customer Service Department may exclude
orders that are not matched or that contain
invalid data.

5. Customer Service Management may
temporarily disable certain services or systems
for maintenance work or other reasons.

6. Tech Trans Co. switch customer is keen to
report any situation Failure or error, if any, to
improve services
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