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:Enhanced Support n1a0a non n'7202 VSN oxknna WAF 1w 1iay SLA amrm nTny

Category Risk/Impact-based Priority

Response SLA P1 (Phone)
P1 (Ticket)

P2

P3

Tickat Updates P

Standard Advanced Enhanced
Support Support Support
40 Min 30 Min 10 Min
3 Hours 2 Hours 1 Hour
6 Hours 4 Hours 2 Hours
16 Hours 12 Hours 4 Hours
24 Hours 24 Hours 12 Hours
48 Hours 48 Hours 24 Hours
96 Hours 72 Hours 48 Hours
120 Hours 96 Hours 72 Hours
144 Hours 120 Hours 96 Hours

:Cloud on demand nniaopa non n7202 VN, oknna DDOS 1w Ny SLA anm nTny

The following table lists the service level per Solution Offering:

Service Level Offering Category Applicability
. Cloud Cloud Hybrid Hybrid
Metric Case On-demand Always-on | On-demand Always-on

Time-to Under Diversion Sub-second Sub-second | Sub-second Sub-second
D'etect CPE Attack Detection NA NA 5 min 5 min

er method Flow Monitoring 10 min NA NA NA
P No Monitoring NA NA NA NA
Time-to-
Notification - 2 /15 minutes 2 / 15 minutes 2-/ 15 2 / 15 minutes
(Programmati minutes
¢/ Human)
Time-to-
Initiate
Diversion 1/15 minutes NA 1715 NA
(Programmati minutes
¢/ Manual)
Time-to-
Mitigate
Attack Seconlds Seconds Seconds Seconds
per protection
Consistency-of-Mitigation 95% 95% 95% 95%
Service Availahility 99.999% 99.999% 99.999% 99.999%
Service Portal Availability 99]9% 99.9% 99.9% 99.9%
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