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Support Service
Chack Point PRO Availability
Basic SLA

Check Point Engineer On Site
for Critical SRs

TAC Access

Support Focal Point

Unlimited Service Reguests

Committed Response time to
Severity-1 issues*

Committed Response time to
Severity 2,3 & £ issues*

Sev3 &4 -4 Hours

Allowed number of designated
support contact per account

Support Tools

Latest Hot Fixes & Service
Packs

Major Upgrades &
Enhancements

Access to Check Point Products
Forums

Access to Online Support
Knowdedgebase

Hardware Support

Return Material Authonzation
[(RMA) determination

RMA Shipment Method

Onsite RMA Shipment Method
[must be purchased in addition
to the regular program SLAJ

i Premium

Yes
7 x 24 Every Day
No

Technical Support Engineer

Yes

30 Minutes

Sev 2 - 2 Hours

Yes
Yes
Full Access

Expert

TAC

Next Flight Out / Express
Delivery [when applicable] or
Same Business Day
Shipment?

7 x 24 x &H Delivery and
basic installation of
replacement hardware by a
certified engineer”
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