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YBANAITTAUNISIAUINS (Service Level Agreement - SLA)

1. unu (Introduction)

¥ N ¥ a @ JU ° ; 1 o ¥
Fannasseaun1sliuinisavdud 9avd usena1e Tsaneavranasd 4 (‘gnA’) wae

('"FIuInns") wivermuadaivun

wazLAsFIUNSIUSNTS Tadeumandduituaunimeesuinig muslunsasesis wagn1svnnis
wan1salang q A gadeatunisiiuingg ssuudanisgrudeyagnAn (Customer Database

Management System)

2. YBULYAYBIUINIS (Scope of Services)
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o msdrsesdoya (Data Backup) {Wuusedmniu
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3. 5¥AUNTSIAUSNTS (Service Levels)
e LIANT5IAUINTS (Service Availability)
o fliusnssesiulssiunrumienldnuvesssuugiutoyaetnnios 99.5% saidieu
o fwuanaitliuing: 24 Faluedy, 7 Judedunv
e 1281MAVEUBY (Response Time)
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. Ugwsysuingd (Critical): nnelu 4 gl
« Jgywrsvsuddey (Major): anelu 8 Halus
«  Jgwisysiuuiunans (Minor): anelu 24 2l
« msdan1suan1sal (Incident Management)
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4. YervuaduangiuasUasnsie (Security Requirements)
« nadhfisdaya (Data Access)
o flWuinmskeslinisBuduimuuuunaneduneu (Multi-Factor Authentication - MFA)
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o  madnfiteyaesdedldiunsirinliiangninnuvesiuinsidanadnudeld
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o mss‘x’mﬁuuaznﬁﬁamst’iaga (Data Storage and Communication)
o Yoyandafulugudeyauavdwitudosgnidrsiadisninsgiu AEs-256 uay TLS/SSL
AUENY
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o mMsaTvdsukasnIsUjUAnudanmun (Audit and Compliance)
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5. N15A52EBUUTEANSAMN (Performance Monitoring)
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o  MINUBIMANISAIEsEANANIlYueS

6. UNBSINBLAZN15BALYY (Penalties and Compensation)
o mngiuinshiannsaujifauszaunislivinisidmunlilu SLA gnAndiavnslunisiienies
ANSYALTY LYY
o @UARAIUSNITIBEOU 10% WINAMUNSBUTTIUVBITTUUAINTN 99.5% walininin
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7. nmsufluuaznismuniudannas (Amendments and Review)
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8. Roulvuasszezinavasdyeyn (Terms and Duration)
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9. aBL¥ud (Signatures)
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