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1 Purpose 
This agreement appendix describes the Service levels for the included Services and regulates the 
terms and conditions for service levels and deviations that may be part of itm8 and the Customer's 
agreement. 

This appendix shall be viewed only as part of the complete Regulation relating to Service Levels, 
Service-Specific Terms and Conditions are governed by its Service Description, and General Terms 
and Conditions are governed by the General Provisions. 

 

2 Service Delivery Framework 
Itm8's delivery model is defined in three levels. itm8 Response, Service Area and Services as shown 
below. 

 

 

2.1 itm8 Response 
itm8 Response constitutes the basic quality level to the Customer regardless of the deliverable(s) 
that the Customer calls off from itm8. 

itm8 Response regulates the quality levels in the communication channels that the Customer has 
chosen to use within the Agreement, as well as itm8 Response regulates the normal service time. 
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2.1.1 Phone response time 

Phone response time means that the Customer must get in touch with and talk to a person at the 
Service Desk, who communicates in Swedish (or by agreement, English). The contact shall be 
established within the times defined below and in the specified percentage of cases. The 
measurement period is per calendar month. 

Communication channel Answer time Basis of calculations 

Telephone 120 seconds 70% 

2.1.2 Response time 

Response time is the maximum time it may take from the time when a request reaches itm8 until 
the Customer becomes aware that their request has been received and registered as a case. The 
response shall be carried out within the times defined below and in the specified percentage point 
of the cases. The measurement period is per calendar month. 

Communication channel Response time Basis of calculations 
E-mail 15 minutes 90% 

APL Portal 15 minutes 90% 

 

2.2 Service Areas 
A service area is a logical division of itm8's Service Catalogue. User Services, Cloud & Infrastructure 
and Cyber Security are three examples of service areas. The purpose of the division is to group 
similar services with each other and thus define service time by area. 

 

2.2.1 Service time 

The customer can call off Normal service time or Extended service time within the respective 
service area.  

Normal service time applies within itm8 Response and forms the basis for other deliverables that 
are agreed as part of itm8's commitment.  

Extended service hours are regulated for each service area. 

Service time Scope 
Normal service time  Non-holiday weekdays 08.00-17.00 
Extended service time  Every day 00.00-24.00 
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2.3 Services 
itm8's Services are an activity or function that adds value to the Customer. The services referred to 
and affected within the framework of this agreement appendix are only predefined Services so-
called Standard Services. 

Services are subject to service levels of appearance time on Incidents. 

 

3 Classification of cases 
itm8 works fundamentally with the so-called Best Practice described in the ITIL framework. 
Furthermore, itm8 applies the important know-how that we, over time, possess as further building 
blocks on the said framework. The purpose of the processes is to enable a controlled process flow 
for a qualitative and efficient handling of cases. 

Below is an overview of the types of cases regulated in this Contract appendix. 

Case Type Process Comment Measurement 
Incident Incident Management Error correction Appearance time 

Standard Request Request Management 
 

Predefined orders - 

Assistance Request Management General request for assistance.  
Not predefined. 

- 

 

3.1 Incident Management 
An Incident is defined as an unplanned service interruption or deterioration of one of itm8's service 
deliveries. The degree and impact of the disturbance is not significant for whether it is an incident 
or not, but this is considered in the prioritization of the incident. 

 

3.1.1 Priority 

To determine which response time should apply in the individual case, an incident needs to be 
assigned a priority. 

The priority is weighted by weighing up impact and urgency. itm8 prioritizes incidents according to 
how the Customer's business is affected by the incident. Authorized purchasers within the 
Customer's business have the right to request itm8 to adjust the priority of an incident. However, 
it is the Customer who is responsible for ensuring that such adjustment is reasonable and relevant 
in relation to the nature of the incident. Incorrect priorities on the part of the Customer may entail 
financial impact and, where applicable, also contractual need for adjustment. 
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Level of prioritization is made according to a priority scale, see 3.1.4. 

 

3.1.2 Impact 

The table below defines the categories of impact. 

Category Definition 

Critical 

• Has a serious economic impact/risk and/or affects the 
majority of users or all users. 

• The outage has a very large impact on the business and/or 
most of the users' ability to use the necessary functions to 
perform their work 

High 

• Serious errors that have a significant economic impact/risk 
and/or affect a significant part of the users or an area. 

• The problem has a major impact on the business and/or 
the majority of users who, however, can do some of their 
work. 

Medium 

• Has limited financial impact/risk and/or affects the ability 
of individual users to perform their work. 

• Features for performing the duties of certain users cannot 
be used. However, the consequences are not mission 
critical.  

Low 

• Low or immaterial economic impact/risk and affects the 
tasks of individual users. 

• Conditions that entail undesirable situations when the 
service situation is not optimal, temporary solution exists 

 

3.1.3 Urgency 

The table below defines the categories of urgency. 

Category Description 

Critical 

• An immediate need. 
• The impact will escalate quickly. 
• No workaround is available. 
• No or reduced availability or security breaches.. 

High 

• A need within hours. 
• The impact will escalate slowly. 
• No workaround is available. 
• Greatly reduced functionality 

Medium 

• A need within days. 
• The impact may escalate. 
• A workaround is available. 
• Reduced functionality. 

Low • A need within one/two weeks or more. 
• A workaround is available. 
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3.1.4 Prioritization 

The table below presents priorities based on impact (3.1.2) and urgency (3.1.3). The result of the 
weighting can then be determined to the priority levels, P1- P4. 

 

 

3.2 Request Management 
Request Management handles the call-offs, orders and help requests that itm8 performs for its 
customers. Management can include everything from change projects to smaller requests for 
assistance to a digital call-off from a predefined service catalogue. Requests are handled within 
the framework of one of the two defined case types below. 

 

3.2.1 Standard Requests 

Standard Request are predefined orders that are made digitally via the APL portal.  

This is the preferred method for orders as approval flows are defined, expectations are clear and 
real efficiency can be achieved. The customer is kept informed via the APL portal and via email 
throughout the entire term of the order. 

itm8 defines Standard Requests linked to our service delivery. These are primarily aimed at the 
Customer's IT purchasers and mainly concern infrastructural orders. 

The customer can define their own service catalogue with orders that are aimed at their own 
business's employees. Recurring orders in your own service catalogue can include onboarding, 
workplace, permissions, and peripherals. For this type of order, an agreed provisioning period shall 
be established.  
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3.2.2 Assistance 

This case type is a general request for assistance that does not fall within the scope of Standard 
Request or Incident. 

4 Service Levels 
Service level is measured for incidents with appearance time. The appearance time that applies to 
an individual incident depends on its priority and is regulated in section 3.1.1. 

 

4.1 Appearance time 
The table regulates appearance times for services. An incident that is handled within the specified 
appearance time shall be considered as a fulfilled service level. The calculation basis column 
regulates the percentage of the specified time to be achieved during the measurement period. 

The measurement period is each calendar month. 

Priority Appearance time 
normal service time 

Basis of calculation 

P1 1 hour 80% 

P2 2 hours 80% 

P3 8 hours 80% 

P4 18 hours 80% 

 

4.2 Delimitations 
• itm8's liability does not extend to errors caused by the Customer's incorrect use of the 

delivered service, function, or product.  
• itm8 cannot be held responsible for errors caused by viruses or other attacks that have 

occurred. However, itm8 will, without undue delay, work to restore the Customer's 
operating environment.  

• itm8 can also not be held responsible for things that are beyond itm8's control and that 
itm8 cannot directly influence. 

• The above stated Service Levels refer to work that can or should be able to be carried out 
remotely by itm8, i.e. if a product or a defect must be remedied from a place other than in 
itm8's facilities (includes itm8 Datacenters), such promise of resolution time shall be 
deleted. A separate agreement may be made to ensure that such promise is valid. 
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5 Quality objectives 
Measured key figures that are not covered by the service level are referred to as quality objectives. 
An example of quality objective is response time and telephone response time. The concept of 
quality objectives includes all key figures that cannot be attributed to the concept of Service Level. 

 

6 Responsibilities of the parties 
6.1 itm8 

It is itm8's obligation to work to meet agreed requirements regarding its own regulations and 
routines, processes, functions, and quality to achieve Service Levels and Quality Objectives as 
agreed.  

In the event of deviation from a Service Level and/or Quality Objective, itm8 shall as soon as 
possible take measures to re-maintain the Service Level and/or the Quality Objective. Furthermore, 
itm8 shall report what has caused the deviation and report a plan for measures to ensure that 
Service Level and / or Quality Objective are maintained in the future. The measures reported in the 
plan that are incumbent on itm8, shall be implemented by itm8 at no cost to the Customer provided 
that the measures relate to itm8's standardized Service. 

 

6.2 The Customer 
The Customer shall appoint and notify itm8 which persons are covered by the right to order with 
the Customer. The right to order refers to, for example, ordering a new or decommissioning server, 
ordering workplaces, permissions, and the like. 

The customer shall appoint operational contact who shall act as principal responsible for itm8's 
operating organization. 

The Customer is responsible for appointing persons and/or functions who shall have the 
opportunity to report errors to the Itm8 Service Desk. 

If the Customer classifies an incident, the Customer is also responsible for ensuring that such 
classification is in accordance with the nature, scope of the incident and can be approved in the 
definitions of the different levels, see section 3.1. 

For itm8 to be able to maintain a high level of service and in some cases also be able to fulfill this 
agreement, the Customer is responsible for ensuring that there are valid support agreements for 
customer-owned systems and applications covered by the agreement. Should such an agreement 
/ agreement be missing, it is the responsibility of the Customer to inform itm8 thereof. 
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6.3 Other 
If the Agreement is covered by the itm8 service catalogue (standard service) and the nature of the 
incident can be approved by the agreed Service, no charge will be made for the work at the time of 
appearance. However, should the appearance take place outside the agreed service time for the 
service, the work will be charged according to the agreement. 

The appearance presupposes that there is a functioning communication to the affected function 
and / or system. Furthermore, the appearance assumes that itm8, from the Customer, has obtained 
functioning access information to such systems, functions, or applications in the affected 
environment. In cases where itm8 is the application, system, and/or function owner, itm8 is 
responsible for such access information. 

 


