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UGT dmadlLobyMmyool combol byemdg3mmoangds (SLA)

39MmLoo: 1.1
doansdon dgbzamals cmaMmomo: [12 s330LEm, 2021]
omem go@abge3zal mamomo: [10 s3Mmomo, 2025]

1. 9gLo3zomo

§0653700M7 dMALabyMadal combal byamdgihnngds ("SLA") 8oblobmamasl dmabsbymgdals

LB SbIMEJOL, BbosMPaggMal 35 EgdNMgOIOL, 30UPbalidggdmmdgoL, glgsmoisnab
3hmEgenmMydLs s dgbmmmgool doBbgodl, Mmdmadng 3MEgmEgds UGT-ab ("80dfmeoydgmma")
dogt dnbo 3amngb@gdabm3al (M3em0g6@&0") dnfmegdnm dmalsbnmgdldb].

50 SLA-0L 8015605 Asdmaysemndmb 83530m 3menmenbgdn 308fmegdmnbgsb dgdgbomo
Microsoft-ob mfM7ydmm3s60 bgM3z0bgdabs S FoMMEb Ey39380MIdYE0 dofmom3zsn Lym3nligdal
3bsMEsFgMsb:sb, 5dnbabEMoMmgdslmsb, BomMm3sLs s Gadbn3nmM AMBLOLYMIOSLOO
0535380M70000.

§065300g05M7 M 3N76E 0 30Bbs© NLobo3L godF30M35cMMdNL, 5bgsMnd35eMEIONMIONLS
91333&M0 3m3Nbnzosnol baemdgHhymosl 30dHmmadgmbs s 3amogb@L dmMal, Momo
1BMNb63gmymxzom ngbsl 0630x6E00L, Ammbm3bgdals s AmMALLbMIdSLMSD
053530007010 bsznbgdol Msbdndy3mmo s 3Mhmaglombsmymn goshy3gde.

qL SLA §afmdmasaggbls 003 mgodgmbs s 3amngb@l dmmol Labgendgimnamadm yhooghormdolb
BoHoml s Pbs gabobomgdmegl Absmgadl mMmal goazmmMadgdnm dmaLsbyMadal dnMoomo
bgmdg3mnmgosbonsb (MSA), dsmmzsn Amabsbymgdal bymdgimymgdsbomsb, gasdmfamab
b6gmdg3MnMg0sLSb, LydYdomb sHaMnMMOILBL (SOW) 56 d9337000L BMMASLOSO
afhomdamomodsdo.

2. 9maLbobMmgool bezgm
d00fmegdgmo yBMY63gmymasl mMPdMM356 MmogbBomydsl, G§adbngnm dbsmesgamols o
dsmmzaco bgMznbgol Microsoft-ob &gdbmmmangdmsb s Aobmsb s353d0Mg0NM
8350059Y33& 07070056 dndsmmgosdon.
50 SLA-000 goon3oemobifnbgdnmo bgm3znbgdo dgodmgds moEs3cegl d90gaL:
Microsoft-ob mMomm3s60 bLgMm3zoLgdo

e Microsoft 365

e Office 365

e Microsoft Azure

e Dynamics 365

e Microsoft Teams

e Exchange Online

e SharePoint Online

e  OneDrive for Business

e Power Platform

e  Microsoft Defender

e  Microsoft Intune

e  Microsoft Entra ID
3Mmazgbombsgnymo s dsmmm3zacn bgm3zabgdo

e m0nE36B07dNL dgbynce3s s sdnbabEMmaMmgds

e dmAbdsmgdmal sbasmndgdal Bsmonzs

o 373b5b@0nL (Tenant) sdnbabEmomyds
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e boxzmnbmgydal 3mmo@nznl 3mbazngnMsins

e 37396n3yMmo Absmsggms s bam3gBgdal smdmazbzms

e 0b6306E700L o3y

e (33am0N@M]0700L BoMmm3d

e  JdmAbsbyMmadnl dmobm3bgdal dgbmygds

e Jbsmesggmob gbismsEns Microsoft-0sb

e 3odmfaMmgonls (Subscriptions) Bomm3s

e My3mME0ban s Ly3MbLmMEsEnm AMALLbM]dS
3m036& 030l gofhaymo 3mbimad&nmmon bym3nbgdo gobabsbmamads 3emngb@ol Gogh
dgdgbogmo dmaLabymgdol 3533@ 0L o6 godmfamal dobgye3znom.

3. 3maALoabMgoal byendobahzmdmos

3.1 Microsoft-ol @Mydamm3560 byM3zolgdo
Microsoft 3mmob s dsmmo3l nbmslGmyd@nmsl, Mmadjmoag nBMYb3gmymazl Microsoft-ob
mMyomm3sb bym3oLgdL. Microsoft-ob Gogf 3mLEGoMdM0 LyM3nLgdal bymdnbshzmdmodals
35 g01mMg0700 Mygnmomegds Microsoft-ol mxz3oEnsmyMo dmabobnmgdol combol
bgmdg3MnangogadnmMs s AM3LLbYMIdAL 30Mmdld0.
0089 megdgmo sdmnineldmas 33M ndmg3s Micrasoft-ob gammosmymo mMydmm3s60
06x3MsLEMYIAYMal b dobshzemdmdal, 1HyYy3a&0 3ydsmodal (uptime), foMmdsomdob sb
Bb3snmbamgdal gomsb@Eosl. dsgomnomgdn dmnEs3L:

e Microsoft 365

e Azure

e Exchange Online

e SharePoint Online

e Teams

e Dynamics 365

e Power Platform
bg00bdngho dggmbgds, Mmdgmog Locs3gl 0mgdl Microsoft-ob 06xzMILEMNIENM0LO,
0537370 705M705 Microsoft-ols dmabobymadnl domozals 3MmEgLgoLs s Bam3zgbgdals
SmAmazb3mnl 30070L. Logammgdal dgdcb3335d0, d0dHmMEgdIMO S7bASMIdS 3eMN]bEL
Microsoft-05b dbstoggmal Jgobgdol (cases) gobLbsdn, omm3sls s Jb3smoEnsdo.

3.2 300fmegdamnl Absmeasggmal bLgMm3zalbgoo
0089mgdgmo gsdmoygbgol 3mdgmaoymasc gmbozmym domalbdg3sl, Moms nBMYb3gmymbs
dbsmesggmob bgm3znLydol bgemdobshzemadmos J3gdma goblsbmazmymo bodyndom Lasogdal

dgLoosdabyco:
dmabobyMmgyos baamdaboHzemamos
LonbxzmmdsEnm/dbsMmodgmals dogncs mmdsdsmn-3oMalizgsn, 10:00-18:00
(Helpdesk)
gam.a3mbE 00 AbsMmesggms dmonbm3bob gogbo3bs 24x7 My 0000
39003709030 dbsMmsggms 24x7 36h0&03ymo

0630363 700Lb30L
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3m076@700b doMmmn3s (Account Management) LadYdom Loscgdn

Bs39dom LOdJON 3obnLdBM3MYOS MMTSDSNNEH 3oMdb3g30L hscnzemoom, dndfmgdmal dogh
MBOE0SMYMSE 3odmEbaegdonman njdg emxgoal godm3imgdno.

4. 06300096&700L domm3s

06300036@0 gobobabBmamgds, Mmamme IT AmaAbabymgdal bomabbol 6gdabdnymo sYaIads30
d79Y3939, 3omaMglgds 56 dg8inMmady.

3m036@&0bL dngm dmbLgbgonmo y3gms nbzngb@n dgmslicegds s 3n0gbnggds 3hammodgd ol
©mbg d0Bb7LBY 3o3aMgbabs S oy EIdMMONL Lond3zgmby. 3ndhmeadgmo n@m390L
YBJ05L, Im33eng30b dg0cg8, bLagommadnbadgdm dgE3sammmb nbgngb@ol 3homMmodgdo.

5. 0630036&300L 3MomMmoBGgEgoal 3emoboxznzsins
3Mmommo&aBo 1 - 3moGn3nmo 06306 o (Critical)
3Mo@0nzymons 0630g6E 0, MmA3gmois 0§333L shbgdnon daBbgl Mm3ghmogngdal LMnm
dgx3gmbgosl s baamb ndmals dmaAbAsMydgmMos 3603369mMmmM356 MamEgbmodsl 3Mo@onsnmo
00%69L :3bJEn700L dgbmyangdsda.
0535am001900:
e Microsoft 365-0b LMo gocnd3s, MMAgEN0E do3eM9bsl SBgbL MMasbnBsENBY
e gmad@Mmbyma B3mMLEGNL 3ocnnd3s MMgsbobsgnol dsbd@Esdom
o Jbaxzmmnbmydol omm3g3s 56 v3& oMo 3009M0bEnEgbEN
o B3bsb@byg (Tenant) H3comdnl dgndmagdenmos
e Azure-ob bs§Hsmdmm (production) gomgdmb doyH3emdcmods
dmadbsbnmydnl 35an©901aN90s:
e 30M33mMan M7s30M0s: 2 Lysoal gobdszmmodsdn
e JLgomoEns: EsYYM3630m03
o bLEIGMLOL gobsbmmgds: ymzgm 4 boscdo ghobgmm
o dboMmogymal exsmss: 24x7
3Mmommo&a®o 2 - dsmamo 063gneybBo0 (High)
dasmomo 3mommoB ol 0630abE 0 3603367mmm3bs00 sx39MLIdL BBl M3gMmaEngol, Bogmsd
M 0§393L LM gocnd3sb.
05p5an0071900:
e My3gbndg dmAbAsMgdgmn 39M sbambgolL LymM3nlgdby H3maAsl
e Teams-ob domnmon BYbIJEomMbsmal bom3zgBo
o 538mMabo3n0l bom3zgbgdn, MMAmMId0E 3o3emabal sbcegbl 3mbima@nm
©335M&s336&0b)
o 33035300l Homdscomdnl 60d36gtmm3560 goysmaligds
dmalbsbnmyonl 35am@90mmM90s:
e 30M33mMoc0 MJognmyds: 4 Lasmal gobdszemmosdo
o LAIBMLOL gobsbmgds: ymsgmm 6 bLasmdno ghmobym
o gL3oMyENS: LagnMmmydnlodgdm
3MmommoB&g@o 3 — badysmm 063060 (Medium)
Ladnsmm 3momMmo@ ol 0630I0E N 3o3emMabal s6gbL oM gy AmabAsMYdMIOBY 56
oMo 3M0B0gnm 00BbgL 3MmEglgdby, MmIgmmsm3z0LsE sSMlgdmMOL sem@gmbs@oyma gbgoo
(workarounds).
0535am001900:
e dmAbdsmyadomal LambBm ynmolb 3Mmmomydgdn
e 9fMmoon AmdbaAsmydmal s3@mMmaboznal 3Mmdmyds
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e m0E36B0alL Bnbagqdal 3MmodmMgdgon
e 3mbazngnMeEnalcnsb s3s3d0Mydma basm3gbgdn
dmadlLsbnmydol 35am@9)0mam9ds:
e 30M33mMoEn MJognMg0s: 8 Ludydom Losoal gobdszmmosdn
o bLEIGMLAL gobobmmads: ym3gmemans
3MommoBa&o 4 — sdsmn 063003630 (Low)
305m0 3MmammoBg@ol 06301600 dmoEe3l ME0bnm dmmbm3bgol, Lanbxzmmdsgom
9230063700L s dnmg byznMbgol, MMAMIOLSE Bo3MIOSE 37301 5B LogMome oM vJ3m
893965 00BbaLBY.
d5p>5an0071900:
o  bBmagon sbdsmydals Amambmszbgydn
o  Sbamo dmAbAsfgdomal sds@gonl (onboarding) dmombm3bgon
e M33mMEnbagnl dmmbm3zbgon
o  Lo3mblnm@ogom dgbzgmydn
dmadbsbnmgonl 35an701maN90s:
e 30M37mmoen Myognmgods: 1 bodndom mab gobdszmmodsdo
o  35bsbmgd00: LagoMmmgdolodgom

6. dmabobnMmgdol Imobm3zb700L domozs
dmaLsbyMydal dmobm3bgdn (Service Requests) sthals bEobsmEma m3ghmsgoymo
dmombmsbgdn, Mm3madng st sMal godmH3gnma bgmznbol gondsmmomodno.
0535am001900:

e Sbamo dmaAbAstgdmal dgJdbs

e mnE36B0al Bobaggds

e Logmorm LaxzmbiGm yyonb (Shared mailbox) 873369

o LoabEmModnEom XauB300b 33en0g0300

o 3smMmmob smeagbs

o dmHymoommodal Magol@&moisns (enroliment)

e bogzmombmydal 3mmo@nzolb gobsbamgds
dodfmegdgmo godmnygbgol gmbozmymm domabbdgzsl dmombm3bydal dgbsbfymydma

039033 39¢290d0:
dmonbm3bol G030 daLMN7d0L oBbMOMN30 3500
3sma ol sSmag6s 4 bsson
dmabadsmgdaals 77860 1 bodydom oMy
mo3g6B0ol doboggds 4 bLd3Ydom Loson
LoxzmbEm ynomab dgdabs 1 bodydom My

JLsxrmMNbmydal ¥XanB0l 33tmomydgdn

8odmfamols (Subscription) 33enmgdg00

LESbEISMENMO 3MBBNgYMSENNL 33eMOE 0100

1 bodydom oMy
2 bLydndom MY

3 badndom M)

09600d365: d9L6MMang00L dnBbMOMN30 3500900 f5MIM>FI6L MMNgbB ML o> 5t >l b53M39B0b
S;dmazb3tmols 3>m>6&nMmydMann mm.
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7. 3L35amoENab 3MmEyENMd0
0089 mey03m0 06sMAYBIOL gLsmoinolb LEGMYIGNMaMmdym 3Mmagbl nbinIbEJOL
3833GIM0 3oshy33G0b YbMYb3gmbaymasce.

©mbj 1 - LonbazmmAsizom/dbsmeaggmols dogncs (Service Desk): 30M37mon baBols
dbsmsggMs, MmAgmog 3sbnbolidggdgmns 30M33ma NsgbmLEN3sBI, Mol s
393M33mg0nmo 3Mmd 387300l dma3smydsBy.

©mbg 2 — &376031M0 L3gE0amMALEGIO0: 35LYboLAg]xdIMBo sMNSb LommM3Inlgnmm
3mdmgdg00l smdmxazbzmobs s Bafm3z3bBgdal godmbfmmydsby.

mbj 3 — 3960mMmM 6 glizomoEns: Lo3nnbgdn, MMIMId0E godm§3gmos Microsoft-obs
LgM30Lg00L Bogs baM3zgbom, dgndmads glzsmnmyxdym 0dbsl Microsoft-ob
0bsmogdgmol gnbmsb. Microsoft-oob o393d0Maxdma 3Mmd 8300l goagmal
3500700 sdmM3nl01mM0s Microsoft-ol dos dbsthsggmal 3MmEgEnhgdbg s
0089m©adgmn 3s0Bg goMmsb@osl 39M gobiggadl.

8. 3am036@& 0l 35Lbolldggommogoo
dmabsbymgonl Homds@gdnm dnfmemadal nBMNB3gmMLoYyMBS©, 30m0906E0 18bsbasY:

d0sH)me@mL BrbEo 0bazmmaAsEns nbgngb@gdals ImbLYbgdaLsL.

360d6mL YBRmadsdmbomo Lo3MbESIEGM 3aMadn dbsmsggmalionzal.
d9065MmAYBML dmJdgcc0 MmnEgbB0g00 s godmHamgodon.

005653dMmImmUL boM336700L smdmazbzmal 3MmagLdo.

9BMY633mMymb Lsdmmmm dMBbAsMYOM YO0l Bogih MmMagsbobagoymo 3mmodnzol
©5339.

07065MAYBML YLloxzMnbmgdal Lomsbsm 3Mb@Gmmmaon 3emngbEal 83 mdyMMdsdn
sMbyoym LobEgdgdby.

©51ym3670mm03 dg5&ymdnbmb dndHmeadgmb d0BbgLbbg go3emgbol 3gmby
33cmnmgdg00b dgbabgo.

890s56eMmmb 8n8nbsmy by 3MbESIE™M NbMMTsENY.

50 33L1boLIAgxdMmMdgo0l gLy gdMmMdS8 dgbsdamms go3mabs ngmboml dn8Hmeydamal
dgbadmydmmdsby, dgsbmymmmb mabsbymadols I0BomMdMN30 3500500.

9. nbsxzmmnbmyds s dglbadsdabmos

d039Ym©a0gmo 53bmdngmMmaxdl 3am0gb@ol dmboEgdgdal sE30LS s YLosmMobm dmaLabymydol
3M3d&030L dg65MmANbadnL 3603369 moSL.

808)mgdgm0 35MEIdYMO.:

d9065MAYBML oMM 3dnbalEMmoznymo 3MmEyeymyodn.

350m0ygbmb 3MozsmBad@mmMosbn s3&mMaBsgns (MFA) 3Mozomgantgdnmaon
§3c0mdnbongnb.

003y33L 06YbEM0al LESbsMEJONL dglsdsdnl 3007MYLsBMNBMIdNL 3Mod@&nlob.
dgmnEmb H3omds Abmmme YBRmMIdSambom 39MLmbsmBby.

50335L 30m076E 0L 0bzmmMIsnal 3MbRNEIbENsMYMMd..

030 ymdnbmb 3am096& 0L osbEYMIOYM0 YLoxMmbMgdal 0630g6EJONL dgLobgo,
MmmdmadnE 893amgbsl sbgbgb dotmm3znl J33d dymaz LyM3nLgdBY.

008§ megdgmo s ndmg3s yzgams 3005Mbsmmbmgonl Loxmmbol, me3sbbdnl o6
16900MM3m §3comnl 3Mx3363300L SOLMEMYENM goMbENSL.
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10. s33390mmo B&336031nMo Lodndomydo
0089 meg0dgmads dgodmgods 3ghomenmac hss@ammb &gdbosnmo badndomgdn, MmAmMgdos
SYEOM70JmMNs AmMALabYMadaL bamabbnb, YsxrmMmbmidals s m3gMmsinnmaoa bEsdomyMmonl
dgbsbsmhnbydmsco.
ymzgmo gmbogmymaoa dgbadmadmmodal Befmgmgddn, 3em0gb@goo §obslfom dnomaogb
da®ymodnbgosl sggadomon Gadbosnmao Lodndomgdal dgbobgd. Gadbosnma Lodndosmydo
dgndgds dmoEs3gl:

o  boxzmmbmgdal gobsbomgdgol

o 3moBxrMMmInl gobsbengdgdl (upgrades)

o 0bxmMsLGMYIGNMal gondxmodaLgdsl

o bLgM3zobob m3@nd0Bagnsl

e  3mbazngnMmsoinol 33en0eMgogol
89051©J0gm0 Bg76039Mo Lydydaomgon dgndmgds ho@smemal Hnbsbhomo dxE&ymonbgdals
8oMgdg, Mmegbyg gb S0 ydgmos AmaLbobygdol Bongmnsbmdnl 6 PLloxrmMmbmgdal
3bdEY35C.

11. 3odmbs3emoligdn
gL SLA s 3MEgengds dmabsbymadal dgxi3gmbydgdoby, MmAmados godm§3gnmaons:

e Microsoft-ob gemmosgymo bgm3zobgdal goond3nm

e 0039Mbgd 3Mm3s0aMal boM3zgbgdnm

e 3m036@0L BmMmMOgEMMOsdn SMlgdNMN s35Md@NMmal gondsmmomdnm

e 3m036E0b Jugamoalb gondsmomsmdnm

e 3m036@0l 3bsmgl sMobHmMa 3mbxzngyMoinncm

e 3gLodg Absmab ngt gobbmmEngmgdymo NbxdsMmM3mM 33t NMgdIOND

o ggmMLAsIMMYM0 gomaadmydgdnm

e 0OMbjydMn30 3o@sLBMmxgdnm

e LOIB3MMOM Jdgg0700M

e 3mad&Mmybamanal gsmnd3zno d0dfmeadmal 3mbE&mmml Bomads

e 3m036E 0L EsY©I3Mmdno godmf3gnmaoa 30d0gMybsxrmMmnbmadal 0630g6EJdNM

e dbosMmesggmal sM3Jmbg 3Mmamsdnmo NBMmYb3gamymaznm o6 LobEgdgdoom
dndHmadgmo st sMmob 3sbYbolidggdgmon dgxgmbgdgdty, MmBmadog gedmHzgnmaoas dob
3mbozmym 3mbGmmmL domds sMlgdyma gomgdmydgdoo.

12. mg3mmEnbgn oo IMALabyMgxonl gooby3s
000fmeydgmads dgndamgos hss@stmb dmabsbymadal 3ghomeymo gosbyeas, Moms
dgoxsbmb bym3zolob gxIGNMMBY, dadma3mabml gondxmogLgdnl dgbadmydmmdgdo
goboboammb m3gMmaionmo Lyznobgoo.
8o0sbg3s dgndmgds dmnEsa3gL:

e 0b6300096@700L &9bgbi3070L

e dmalLabymgonl ga33d&IMmMd0L dg&Mngsl

o boxzmmbmgydnl Mg3madgbsgngol

e m0nE36BaMydal Mm3Bndnboinsl

o LAMGIBNYM BIIEMEIMa0YM 8393035

13. 30Lbobdggommoonl AxbBmnE3s
d00fmegdmal 30am©g0YmMgdg00 38 SLA-0b 3sMmamgoda dgdmoxstmamgds dbmmme o
d3sx30m smfgmomo dbsmaggmabs s dosmm3scn bym3nbgdno.
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9089 megdgmo oM smab 3sLbalidggdgman smodnmeasdnm, 3g8mb3gznm, L3gEnsmmnm,
d70038M0MN3 36 LoxsMmndm BnsbBg, MmMAgeaE godmH3gnmas mabsbnmgdal d3%y33@0m,
dmbo310ms o35Ma300m, d0BbgLbol dgBaMbadNm 86 AMaxdal s3sMa30m. 35bbalidggdmmods
9939007000705 3bsM]goL dmMal goxzmmagdym domomo Lobgmdgimnmgdm dgosbbadgdsdn
356LsbO3MYm d3BMYE370L.

14. SLA-ab goasbge3s o (33em0mmgodgon

qL SLA 830da@ngds 3gMomeymse gomsnbyomb m3gmagoymao 33emamidgonl, dmababymgdal
8om9xMdgLgdal, dsMmggnamamgdgmo dmmbmabgool sb d0Bbgl LagoMmgdgdal sbsbzal dnbBboo.
dndfmadgmo n@m3g30L yx3mgdsl dga35mmb gb SLA 3am0gb6@ 0l gmbozmymo famommodoomo
da@ymonbydnl boxzynd3zgmbg. Nobaglin 39MLNS 36533MgOL y3zgems §0bs 39MLOSL.

16. Lo3MBEVJE™M NbMMIdENS
banbxzmMmds30m/AboMmsgdgmals Bogngs (Service Desk)
gmm.x3mb@o: Helpdesk@ugt.ge

&gmga3mbon: +995 32 2220505

dbomeasggmal Loscgdn: mMMAsdIN-35Mdb3g30, 10:00-18:00

0566amods

UGT-0ls dngf dnfmegdnmo byms3obgdal dgdgbom, gedmfhamoo sb godmygbgdom, 3amngb@o
ssLEGMgol, MmA §onznmbs, 3onagm s EJMEbBAS Habsdgdsmg dmabobnmmgdol combals
bgmdgimnangosdn dmEgdyam 3n0MmogoLs s Habgob.
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UGT SERVICE LEVEL AGREEMENT (SLA)

Version: 1.1
Effective Date: [August 12, 2021]
Last Review Date: [April 10, 2025]

1. Introduction

This Service Level Agreement ("SLA") defines the service standards, support commitments,
responsibilities, escalation procedures, and performance objectives applicable to services delivered
by UGT ("Provider") to its customers ("Customer").

The purpose of this SLA is to establish clear expectations regarding the support, administration,
management, and maintenance of Microsoft cloud services and associated managed services
purchased through the Provider.

This document is intended to promote transparency, accountability, and effective communication
between the Provider and the Customer, ensuring that incidents, requests, and service-related
matters are addressed in a consistent and professional manner.

This SLA forms part of the contractual relationship between the Provider and the Customer and
should be read in conjunction with any Master Services Agreement (MSA), Managed Services
Agreement, Subscription Agreement, Statement of Work (SOW), or Order Form executed between
the parties.

2. Scope of Services
The Provider delivers cloud licensing, technical support, and managed services associated with
Microsoft technologies and related solutions.
Services covered under this SLA may include:
Microsoft Cloud Services

e Microsoft 365

e Office 365

e Microsoft Azure

e Dynamics 365

e Microsoft Teams

e Exchange Online

e SharePoint Online

e  OneDrive for Business

e Power Platform

e Microsoft Defender

e  Microsoft Intune

e  Microsoft Entra ID
Professional and Managed Services

e License procurement and administration

e User account management

e Tenant administration

e Security policy configuration

e Technical support and troubleshooting

e Incident management
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e Change management

e Service request fulfillment

e Microsoft support escalation

e Subscription management

e Reporting and advisory services
The specific services provided to the Customer shall be determined by the service package or
subscription purchased by the Customer.

3. Service Availability
3.1 Microsoft Cloud Services
Microsoft owns and operates the infrastructure supporting Microsoft cloud services. Availability
commitments for Microsoft-hosted services are governed by Microsoft's official service level
agreements and service terms.
The Provider does not independently guarantee the availability, uptime, performance, or
functionality of Microsoft's global cloud infrastructure.
Examples include:

e Microsoft 365

e Azure

e Exchange Online

e  SharePoint Online

e Teams

e Dynamics 365

e Power Platform
Any service interruption originating within Microsoft's infrastructure shall be subject to Microsoft's
service management processes and remediation timelines.
Where applicable, the Provider will assist the Customer by opening, managing, and escalating
support cases with Microsoft.
3.2 Provider Support Services
The Provider shall make commercially reasonable efforts to ensure the availability of support
services according to the service coverage defined below.

Service Availability
Helpdesk Support Monday-Friday, 10:00-18:00
Email Support 24x7 Submission

Emergency Support  24x7 for Critical Incidents
Account Management Business Hours

Business Hours are defined as Monday through Friday, excluding public holidays observed by the
Provider.

4. Incident Management

Anincident is defined as any unplanned interruption, degradation, or reduction in quality of an IT
service.

All incidents reported by the Customer will be assessed and assigned a priority level based on
business impact and urgency.

The Provider reserves the right to adjust incident priority where appropriate after investigation.
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5. Incident Priority Classification
Priority 1 — Critical Incident
A Critical Incident is one that causes a complete disruption to essential business operations and
prevents asignificant number of users from performing critical business functions.
Examples include:
Complete Microsoft 365 outage affecting the organization
Organization-wide email failure
Security breach or active cyber incident
e Tenant access unavailable
e Azure production environment unavailable
Service Commitment
e Initial Response: Within 2 Hour
Escalation: Immediate
Status Updates: Every 4 Hours
Support Coverage: 24x7

Priority 2 — High Incident
A High Incident significantly affects business operations but does not result in a complete outage.
Examples include:
Multiple users unable to access services
Major Teams functionality failure
Authentication failures affecting departments
Significant application performance degradation
Service Commitment

e |nitial Response: Within 4 Hours

e Status Updates: Every 6 Hours

e Escalation: As Required

Priority 3 — Medium Incident
A Medium Incident affects individual users or non-critical business processes with available
workarounds.
Examples include:
e User mailbox issues
e Single-user login problems
e License assighment issues
e Configuration-related problems
Service Commitment
e |Initial Response: Within 8 Business Hours
e Status Updates: Daily

Priority 4 — Low Incident
Low-priority incidents include routine requests, informational inquiries, and minor issues with little
or no business impact.
Examples include:
e General assistance requests
e User onboarding requests
e Reporting requests
e Advisory consultations
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Service Commitment
e Initial Response: Within 1 Business Day
e Updates: As Necessary

6. Service Request Management
Service Requests are standard operational requests that do not result from service failure.
Examples include:
e New user creation
e License assighment
e Shared mailbox creation
e Distribution group modifications
e  Password resets
e Device enrollment
e Security policy updates
The Provider will use reasonable efforts to complete requests within the following target

timeframes:

Request Type Target Completion
Password Reset 4 Hour

User Creation 1 Business Day
License Assighment 4 Business Hours
Mailbox Creation 1 Business Day
Security Group Changes 1 Business Day
Subscription Changes 2 Business Days

Standard Configuration Changes 3 Business Days
Completion targets are objectives and not guaranteed resolution times.

7. Escalation Procedures

The Provider maintains a structured escalation process to ensure efficient resolution of incidents.
Level 1 — Service Desk

First-line support responsible for initial diagnosis, triage, and resolution of common issues.

Level 2 — Technical Specialists

Responsible for advanced troubleshooting and issue remediation.

Level 3 — Vendor Escalation

Issues determined to originate within Microsoft services may be escalated to Microsoft Support.
Resolution timeframes for Microsoft-related issues remain dependent on Microsoft's internal
support procedures and cannot be guaranteed by the Provider.

8. Customer Responsibilities
To ensure successful service delivery, the Customer agrees to:
e Provide accurate information when reporting incidents.
e Designate authorized support contacts.
e Maintain valid licensing and subscriptions.
e Cooperate with troubleshooting activities.
e Ensure end-user compliance with organizational policies.
e Maintain appropriate security controls on customer-owned systems.
e Promptly communicate business-impacting changes.
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e Maintain current contact information.
Failure to meet these responsibilities may affect the Provider's ability to meet service targets.

9. Security and Compliance
The Provider recognizes the importance of protecting Customer data and maintaining secure service
delivery practices.
The Provider shall:

e Maintain secure administrative procedures.

e Enforce multi-factor authentication for privileged access.

e Follow industry-standard cybersecurity practices.

e  Restrict access to authorized personnel.

e Maintain confidentiality of Customer information.

o Notify Customers of verified security incidents impacting services under management.
The Provider does not guarantee prevention of all cybersecurity threats, attacks, or unauthorized
access events.

10. Scheduled Maintenance
The Provider may periodically perform maintenance activities required to maintain service quality,
security, and operational stability.
Whenever reasonably possible, Customers shall receive advance notice of planned maintenance
activities.
Maintenance activities may include:
e Security updates
Platform upgrades
Infrastructure improvements
e Service optimization
Configuration changes
Emergency maintenance may be performed without prior notification where necessary to protect
service integrity or security.

11. Service Exclusions
This SLA does not apply to service interruptions resulting from:
e Microsoft global service outages
e Internet service provider failures
e Customer-owned hardware failures
e  Customer network failures
e Customer misconfiguration
e Unauthorized third-party modifications
e Force majeure events
e Natural disasters
e Government actions
e Power failures outside Provider control
e Cybersecurity incidents caused by Customer negligence
e Unsupported software or systems
The Provider shall not be held liable for failures caused by circumstances beyond its reasonable
control.
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12. Reporting and Service Reviews
The Provider may conduct periodic service reviews to evaluate service performance, identify
improvement opportunities, and discuss operational concerns.
Reviews may include:
e Incident trends
e Service performance metrics
e  Security recommendations
e Licensing optimization
e Strategic technology planning

13. Limitation of Liability

The Provider's obligations under this SLA are limited to the support and managed services explicitly
described herein.

The Provider shall not be liable for indirect, incidental, special, consequential, or punitive damages
arising from service interruptions, data loss, business interruption, or loss of profits.

Liability shall remain subject to the limitations defined in the governing contractual agreement
between the parties.

14. SLA Review and Amendments

This SLA may be reviewed periodically to reflect operational changes, service improvements,
regulatory requirements, or business needs.

The Provider reserves the right to modify this SLA upon reasonable written notice to the Customer.
The latest version shall supersede all prior versions.

16. Contact Information

Service Desk

Email: Helpdesk@ugt.ge

Telephone: +995 322220505

Support Hours: Monday-Friday, 10:00-18:00

Acceptance

By purchasing, subscribing to, or utilizing services provided by UGT, the Customer acknowledges
that it has read, understood, and accepted the terms and conditions set forth in this Service Level
Agreement.
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