
 



 



  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  



  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  



 

1.1 Purpose 

1.2 Tambla Contacts 

https://tambla.accelo.com/portal
mailto:david.thompson@tambla.com.au
mailto:Ily.dean@tambla.com.au


1.3 Overview 

Tambla's Support and Maintenance Services includes the following components: 

• 

o 

o 

• 

o 

o 

o 

• 

o 

o 

 

  

mailto:tsd@tambla.net


2.1 Service Hours 

Table 2: Service Hours 

2.2 Standard Service Hours 

2.3 Extended Business Day Hours of Operations (Optional) 

2.4 24/7 Hours of Operation for P1 Incidents (Optional) 

2.5 Desktop Remote Access 

2.6 Tambla Customer Portal 

http://www.fastsupport.com/
https://tambla.accelo.com/portal
mailto:tsd@tambla.net


2.7 The TSD Focus 

2.8 The TSD Objectives 

• 

• 

• 

• 

• 

• 

• 

 

2.9 Escalation Management 

Table 3: Escalation Hierarchy 



 

• 

• 

• 

• 

• 

3.1 Single Point of Contact 

• 

• 

• 

3.2 Software 

• 

• 

• 

• 



3.3 Customer Hosted Software 

• 

o 

o 

 
• 

o 

o 

o 

 

5.1 Priority Allocation 

Service Level Agreements (SLAs) to Tambla customers.  

5.1.1 Key Terms 

• measure of the extent of the Incident and of the potential damage caused by the 

Incident before it can be resolved. 

•  

•  

5.1.2 Impact Scale 

Table 4: Impact Scale 



5.1.3 Urgency Scale 

Table 5: Urgency Scale 

5.2 Priority Matrix 

Table 6: Priority Matrix 



5.3 Service Level Agreements (SLAs) 

Table 7: Service Level Agreements 



 

Figure 1: Incident Management Workflow Diagram 



 

Figure 2: Release and Upgrade Workflow Diagram 

7.1 Tambla SaaS Multi-tenant Shared Environment Customers   

• 

• 

• 

• 

o 

o 

• 

• 

• 

• 

• 

o 



o 

o 

• 

7.2 Tambla SaaS Dedicated Environment Customers 

• 

• 

• 

• 

• 

• 

• 

• 

• 

o 

• 

o 

o 

• 

  



7.3 Self-hosted Customers 

• 

• 

• 

• 

o 

o 

• 

• 

• 

• 

• 

o 

• 

o 

• 

7.4 Software End of Life Policy 

 



 

8.1 Clock Warranty 

• 

• 

• 

• 

8.2 Clock Warranty Claim 

8.3 Clock Server 

8.3.1 Mandatory Clock Server Changes 

8.4 Software Clock 



8.5 Clock Repair and Spares 

8.5.1 Clock Repair and User Generated Code 

 

9.1 Availability Zones 

• 

• 

o 

o 

• 

• 

• 

• 

9.2 Data Centre Locations 

• 

• 



9.3 Virtual Server Infrastructure 

• 

• 

• 

9.4 SQL Database Service 

• 

• 

• 

• 

9.5 Storage 

• 

• 

• 

9.6 Software Licenses 

• 



• 

9.7 Internet Service 

• 

• 

• 

9.8 Client Access 

• 

• 

• 

• 

9.9 Security Management 

• 

• 

• 

• 

• 



• 

• 

• 

9.10 Dedicated Environment 

• 

• 

• 

• 

• 

9.11 Data Protection Service 

• 

• 

• 

• 

• 



9.12 Synthetic Monitoring 

• 

• 

• 

• 

9.13 SaaS Service Availability 

9.14 SaaS Recovery Objectives 



9.15 Third-Party Operating Systems and Software Programs 

9.16 Open-Source Code 

9.17 Application Routine / Housekeeping Jobs 

9.18 Scheduled Monthly Maintenance 

 



 

• 

• 

• 

10.1 Minimum Operating End-User Requirements 

10.2 Self-hosted Environment 

10.3 SSL Certificates 

• 

• 

o 

o 

o 



10.4 Customer Identity Providers (IdPs) 

• 

• 

• 

10.5 Tambla SaaS Third-party Application Integration 

• 

• 

• 

• 

• 

• 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 


