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[PACKET BROKER] Network Packet Broker Extreme 9910, 9920 (Tierra OS), Virtual Packet Broker,
Session Director and Visibility Manager
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Partner Company Contact Name: J—AHEEBROB AR

Email: T—AHHEBRODA=IT R

Phone: JF-ATHSEROEFRES

SN: ABEMREKEDIUTINES

Product Type: AR REKER M

Software Version: AN REEMA/N -3

Severity: RI2E (BREI-X(E3) FHlEAI1R10SR
Problem Description: RIEOAE
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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 netwoerk 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




5. RMAZDOYR— REZHIDIEEICDNT

o YR—NR=F)L_LOYR—EZRIIBERICEFNMDERETS, BULIFERDIRESN S,
UTFFTHRIA-IUCTHEREELZE0N,

enirmacsr@extremenetworks.com

« SD-WANEEBEDHZS. GBEIEIEIAETT, AANHD(COrchestratorcHLLWII Y I ESZFED
THUWI T4 7> 2= ERR L TR &0\,




. RMAtRzEmDIR AN 755%

o YR—NR=FILELOLUTOFIENSIANIVZENRITS

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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