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» [CER/CES] Data Center Switching & Routing: CER & CES (Netiron OS) *1
= [MLX] Data Center Switching & Routing: MLX (Netiron OS)

= [SLX] Data Center Switching & Routing: SLXOSZ 35w k 74+ —.L

» [VDX] Data Center Switching & Routing: VDX (Network OS)
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Software Version: AN REEMA/N -3
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= V-S4 7 EFEES 0066-3386-8772
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4. Severity and SLA

CASE PRIORITY

C1: Customer’s network segment or
management application is down or
experiencing a consistent, measurable
performance impact with no immediate
resolution available

= Service level objective Matrix

RESPONSE TIME

First Available Engineer -
Maximum 15 Minutes

RESTORE TIME (SOFTWARE FIX
OR WORKAROUND)

4 Hours

UPDATE FREQUENCY

Up to 4 Hours

C2: Customer’s network is experiencing
intermittent failure or degradation of
network or management application.

1 Hour

1 Day

Daily

C3: Customer has issues that do not
affect normal network or management
application operation and/or questions
concerning product function or use.

8 Hours

10 Days

5 Days

C4: Ask a question or for additional
information

Acknowledgement within 24 Hours

N/A

N/A
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Support -> Case Management -> Choose your RMA request -> Click on the issue description of it ->
Choose RMA -> Click the drop down icon “v” found on the right -> Click on “Generate Wayhbill"
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https://extreme-networks.my.site.com/ExtrArticleDetail?an=000097012




Appendix: Japan Y7

\— MK

=

Technical Assistance Center (TAC)

HAGER IS
IITANIVEZ DR G
TACINERER
RMAZIR D EPRFHLR

Failure Analysis Report (FESH#TIRESE)
Erctant

HYIT2TH—EX
PR— I —ER[E_EOEDIEA

PR— I —ER @ _EOERDFEA

JTAC H7R— Mg LDz DERDHEF

BARERN
KOst ella
(24B5Rx365H)

O
O

BAERRUEIMLS
O

O

O
JOJ1viaFIy—ER

O
TUET7HR-RF—EX

O

"=

ITACIEEHAOREEM I (CAEBNSEEBR ETOF RIS FR6IFD B AGEY —ERZIR ML
TVEY, MR AR EREZ B LSESETREEF I, BEMSHIBERIZE(CD
WTBIMLREDMELET

—&8 (AARRREFRIORDSFROIF LU DR ZIIG) TEREBCLDIITERDFET

FBEEABCSCRTFAAVTABIRICLD, RETFAAVTADELT —ATIF24 BRI TRIERR
RICEDFEHET

ERCEHRRBYN- MEMZEFS, LR EEBIRRIEOBEN IR RDET
ERCER@/N\—YORRLSZIFS. RMARFORES DIIUCRBHIGULET

EROmEEEIBEE(ICIES EIR(CLOT, BIMLR(CT\-FII7(CRET BEEZHBIRL

TR ICRRTIE R ZLIR—NUES

BEROTELEYEE, SRR (CRERMREZA-NNEFTII YT I RAisE Y —ER
(Bf8) P&sbxd, (HERRIETO1Y M)

BEHNKBREZEAR (BR) EREPURIDTOBHRERSFZITOREVCERBRELUEL
BR—h—EX (BEORTEAINENMTZY-ER, FEEZH HiE)

NAIY—-B—rA (BERT>T—NAR) =ML, MEEICHR— bom ESLUWEICEIT T
HO#E A RHELE Y

«  JTACTEEBNIZANL—23>I>TZ7EL THRFEBBFIEDSI 1 LI MR L BIR BRI IGH BT REEBRDE S
« THYASENETACIO D Z7 W REARE T —EU THERE I 3L (CLDREBRDFERZHEET

o THIDIF-AEEIGEEUBBEBRL(CUEIRRX SN R fEL R0




J= Extreme

networks

ADVANCE WITH US

Thank You

WWW.EXTREMENETWORKS.COM




