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1. PURPOSI! 0' THIS SI!RVlCE LEVI!L AGREEMENT 
TIle PIIrJIOII6 of tldJ Service I.e\l'el AgretJaeBt Is to record. the mllhlally IJI'Md lIfO. parameters witbln which the 

CIieot and the Suppder, Ipedfteall'1J lIbaU operate with regard to, Inter a"a, the reqalrementl for .mee 
deslpl, d.eltveI'J aDd prkIDg, ClauS ""ling botll tbt CJ1eD.t &Del tile Supplier tv or_CIf p1ll'lUe tile f1dftIlaleDt of 

their IIIdmate objftdw.. . 

2. DI!FINITIONS 
In this Service Level AgreementJ unless the context otherwise indicates ­

"Annexure" shall mean each of the Annexures attached hereto from time to time, marked 
-Annexure", and signed by both of the parties hereto. The following Annexures are 
Immedlately identified -

Annexure A The Scope of Work 

Annexure B Responsibilities 

Annexure C Reporting Procedures 
.. Annexure 0 Equipment Ust 

Annexure E Remuneration 


"Commencement Dat.'" shall mean the r!3IR day of O~?&c~ ~/"_.1-········· 

~Inltfal Pertod" shall mean 8 period of __12 months, calculated from the 
COmmencement Date. 

"Service Leval Agreement" shall mean this Service Level Agreement, and all of the 
Anrrexures and/or addenda attached hereto from time to time. 

3. DURAUON AND TERMINATION 

Thl!; Service Level Agreement shall commence upon the Commencement Date, and shall 
enc:ure for the Initial Period. 

ThE! Client and the Supplier shall, Within six (6) months prior to the cessation of the Initial 
PeriOd, dedde whether or not to continue with this service Level Agreement. If the parties 
egree to continue, then an addendum to this effect shall be attached to this service Level 
Agreement and, in addition, the oddendum shall contain any new terms and conditions 
net:lotiated and agreed upon between both of the parties hereto, If any. 

115 De tcaap PIKe 
Lonahlll, 
Sandton Version: 2 ffi~~ 



04/113/2016 113:02 138623471368 • Asterion Technology PAGE 04/213 

0862347068 

Service Level Agreement 

If the parties fail to agree to continue with this Service Level Agreement In terms of the above, 
then this Service Level Agreement shall terminate forthwith on the cessation or the term of this 
service Level Agreement. 

4. FORCE MAJEURE 
Should either the Client or the Supplier (for the purposes of this clause 4, hereinafter referred 
to 8$ "the Invoking party") be prevented from fulfilling any of Its obllgiltions In terms of this 
Ser\'ice Level Agreement as a result of any Act of God, war, fire, flood t legislDtion, InsulT1!ctlon, 
trade embargo or any other cause beyond the reasonable control of such party (any such 
event hereinafter called a "force majeure event"). Then the Invoking party will forthwith give 
writ:.n notice thereof to the other party ~ specifying the cause and anticipated duratIon of the 
force majeure event; and promptly upon termination of the force majeure event, stating that 
such force majeure event has terminated. 
PerfDrmance of any such obligatIons will be suspended from the date on which notice Is given 
of a force majeure event, untlt the date on which notice Is given of termlnatlon of a force 
m-.1eure event (any such suspension hereinafter referred to as the ·Suspenslon Period"), 
sub;iect always to the remaining proviSions of this clause 4. 

'The Invoking party will not be liable for any delay or failure In the performance of any 
obligation hereunder or loss or damage due to or resulting from the force majeure event 
during the Suspension Period provided that the Invoking party uses and continues "to use its 
best endeavors to perfonn such obligation; 

If the force majeure event shall continue for more than thirty (30) consecutive days, the other 
party will be entitled to cancel the effected services and/or this service Level Agreement, as 
the casa may be, on the expiry of such period; and 

The party not Invoking the force majeure event will be entitled to elect, by giving written 
notice within ten (10) calendar days of the termination thereof, 8S to whether or not It requires 
the Invoking party to perform any obligations, Incurred prtor to the force majeure event. 

5.. DISPUTE RESOLUnON 
The parties accept that disputes may arise between the parties during the term of this Service 
Level Agreement. 

An~' dispute, which arises, shall be referred to a JOint committee of the Client and a JOint 
commIttee of the Supplier, or alternates appoInted by them, who will use their best efforts to 
resolve the dispute within fourteen (14) calendar days of the dispute having been referred to 
them. 

Should the joint committees be unable to resolve a dispute in accordance with clause the 
abc:,ve, and then such dispute may be submitted to a panel consisting of three (3) persons 

-
115 De KIIP Place 
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mutually agreed upon between the Client and the Supplier. In the event of the Client and the 
SUPI)lIer failing to agree upon the three (3) persons, then such three (3) persons shall be 
nominated by • The decision of the panel shall be 
final and binding on the parties. 

6. ENTIRE AGREEMENT 
This Service level Agreement, together with all of the Annexu res and other attachments 
referenc:ed herein, constitutes the entire agreement between the Client and the Supplier, and 
sUpf!rsedes all proposals, oral and written, between the parties on this subject. 

7. VARlAnON 
No agreement to vary, add to or cancel this Service Level Agreement will be of any force and 
effect unless reduced to writing and signed by the parties to this Servic;e Level Agreement. 

8. CONPUCT 
In the event that there Is any conftlct between the terms and conditions contained In the main 
body of this Service Level Agreement, and the terms and conditions contained in any of the 
Annexures attached hereto from time to time, then the terms and conditions contained In the 
annQxures shall prevail. 

9. EXECUTION 

The Client by I "~d IVrV!l"..... '~""'~ 

Q·:nf4EIf. 2016 

Whcl warrants his autf10rlty hereto 

The Supplier by 0,(1 £ "/VI 4_'-=4 Vry:J L:R.l· Alf<'-~ ,e:,;s 
In his capacity as Al'<'~c:;f)<-

';, Yo day of 

us ,. klap Place 
Lonehlll, 
Sencton Version: 2 £-~_/' 
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on the ~+ day of OC7D4C7Z 20116Signed.~. 
c;.~. ......... 


On behalf of the Supplier Witness 

ANNEXURE A 

The Scope of Work 

Description of the Services ­
1. 	Supplier Is responsible for, in case of failure getting system back to "known state". 
l. Supplier is responsible for ensuring connguration backups are made and kept off sIte. 
:l. Supplier Is responsible fbr the RMA procedure with the applicable manufacturer. 
4. 	Supplier will monitor SNMP alerts on remote server and report on all failures. 
S. 	 Supplier is responsible far preventative maintenance on a scheduled basis (this Includes 

tlrmware updates). 
6. 	 Once callis logged via helpdesk supplier will respond within 1 hour and replace faulty 

equipment once received from manufa~urer. 
7. 	 Support to the Client will be available via remote support during weekdays, business 

hours from 8am-Spm, excluding public holidays and weekends. 
8. 	Should onslte service be required the costs for the call-out, travelling and 


accommodation would be recovered from the customer. 


11S De Kaap Place 
Lonehlll, 
Sandtoo 	 Version: 2 



04/16/2016 10:02 0862347068 .... Asterion Technology 	 PAGE 07/20 

0862347068 

Service Level Agreement 

Oil! 

ANNEXUREB 

Responsibilities 

Responsibilities of the Client: 
1. 	 The Client will ensure that no physically or configuration changes will be made to 

the equipment as spectfled in Annexure 0 without the prior consent and approval 
from the supplier. 

2. 	 Client will ensure that the supplier will have access to system. 
3. 	 Client will ensure equipment Is securely protected. 
4. 	 Client will provide dedicated person with necessary knowledge to assist (directly or 

by telephone). 
5. 	 Client will ensure that all manufacturers' hardware maintenance agreements must 

be In place and up to date (warranty Included). 

115 De K8ep Place 
LOnmlll, 
Sandton Version: 2 
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ANNEXUREC " 

Call Reporting Procedures 


1. The Client needs to log a cr:dl or contact any of the following telephone numbers In the 
event of system fellure: 


E-mail: mross@)ollcom.co.za 

OlicDm Offices: +27 11 465 8190 


<l1li Support EscalatlDn: +27825789095 

115 De Kaap Place 
lcMhIli. 
Sardton Version: 2 
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ANNEXURED 

Eqwpment I Infrastructure I list 

.... 

Qty Model DescrlDtlon 

--­

Serial Number 
TBA 
TBA 
TBA 
TBA 
TBA 
TeA 
TBA 
TBA 

115 De Kelp Place ho
Lonehlll, 
SClndton VerslOl'l: 2 t- 90?Y 
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ANNEXUREE 

Remuneration 

See below breakdown of rates that will be applicable to the provision of the specified services 
end equipment. The monthly amount will be payable In advance on the date 8S specIfied In the 
commencement date in clause 2. "Oeflnitions" 

.. 

Qtv Product CO 
1 SLA. OU 

DescrlDtlon 
Annual SLA. Duration 1 year 

Prica per 
month 

Sub Total 
VAT (14%) 

"­.'­
Annual 
Total ~I_ 
R~,,'~~ 7~Sf 

RO.OO 
RGie <,21~ ·30 

Annual ToteJ [~£.;3~r'9 

h7~3}'J ff' 

11S Oe Kaap Place Page 100( 10 
Lone)1I1I, 
Sandton Version: 2 
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1. PURPOSE OF THIS SERVICE LEVEL AGREI!MENT 

The pupollll of thit Servie_ Level Acree_lit I. to rKOrd the mutually agreed. ...p6l"8JOeters1ritbba wbleh the 
ClieDt alld tbe Supplier, .pedeaO" IbaD operate wfch regard m,lnter .lIat the req1llremenu fo.. senfce 

desip, deltvery and prld..., tlnll ,aabliDa both tbe Client and. ,Ile Supplier to IIrgeDdy purloe tile fUfiIIDleat of 
the.fr Illdmate obJeenYel. . 

z. DE.INrnONS 
In this Service Level Agreement, unless the context otherwise indicates ­

"Annexure" shall mean each of the Annexures attached hereto from time to time, marked 
IIAnnexure-, and signed by both of the parties hereto. The following Annexures are 
Immediately Identified -

Annexure A - The Scope of Work 

Annexure B Responsibilities 

Annexure C Reporting Procedures 


<III 	
Annexure D - equipment List 
Annexure E Remuneration 

._-,"Commencement Date" shall mean the LdaYOf~ I ~/.:s 

'IIlnltla' Period" shell meen 8 period of _12 months, calculated from the 
Commencement Date. 

"service Level Agreement" shall mean this Service Level Agreement, and all of the 
Annexures andlor addenda attached hereto from time to time. 

3. DURATION AND TERMINATION 
This Servlee Level Agreement shall commence upon the Commencement Date, and shall 
encure for the Initial Period. 

The Client and the Supplier shall, within six (6) months prior to the cessation of the Initial 
Period, dedde whether or not to continue with this Service Level Agreement. If the patties 
agree to continue, then an addendum to this effect shall be attached to this Serv'ce Level 
Agreement and, In addition, the addendum shall contain any new terms and conditions 
negotiated and agreed upon between both of the parties hereto, If any. 

115 De Kaap Place Page 3 of 10 

LOnahlR, 

Sandton Version: 2. 
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<II 

If the pZlrtles fall to agree to continue with this Service level Agreement in terms of the above, 
then this Service Level Agreement shall terminate forthwith on the cessation of the term of this 
Service Level Agreement. 

4.. FORCE MAJEURE 
Should either the Client or the Supplier (for the purposes of this clause 4, hereinafter referred 
to as I'the invoking party") be prevented from fulfilling any of Its obligations In tenns of this 
Service Level Agreement as a result of any Act of God, war, fire, flood, legislation, InsurrectIon, 
trade embargo or any other OlIUse beyond the reasonable control of such party (any such 
avent hereinafter called a ftfon::;e majeure event"). Then the Involdng party will forthwith give 
writ:en notice thereof to the other party - spedfylng the cause and anticipated duration of the 
force majeure event; and promptly upon termination of the force majeure event, stating that 
such force m~eure event has terminated. 
Performance of Bny such obligations will be suspended from the date on which notice Is given 
of a force majeure event, until the date on which notice Is given of termination of a force 
majeure event (any such suspenSion hereinafter referred to 8S the "Suspension Period"), 
SUbject always to the remaining provisions of this clause 4. 

111e Invoking party will not be liable for any delay or failure in the performance of any 
obligation hereunder or loss or damage due to or resulting from the force mltJeure event 
during the Suspension Period proVided that the invoking party uses and continues to use Its 
best endeavors to perform such obligation; 

If the force majeure event shall continue for more than thIrty (30) consecutive days, the other 
party will be entitled to cancel the affected services and/or this Service Level Agreement, as 
the case may be, on the expiry of such period; and 

The party not Invoking the force majeure event will be entitled to elect, by giving wntten 
notice within ten (10) calendar days of the termination thereot, as to whether or not It requires 
the invoking party to perfol11'l any obligations, incurred prIor to the force m~eure event. 

s. DISPUTE RESOLUTION 

The parties accept that disputes may arise between the parties during the term of this Service 
Level Agreement. 

An~' dispute, which arises, shall be referred to a joint committee of the Oient and a Joint 
committee of the Supplier, or alternates appointed by them, who will use their best efforts to 
resolve the dispute within fourteen (14) calendar days of the dispute having been referred to 
them. 

Should the joint committees be unable to resolve a dispute in accordance WIth clause the 
above, and then such dispute may be submitted to a panel consisting of three (3) persons 

115 De Keap Place 
LOnt!ltllIIl 
S<tndton Vers4on:2 Efi:~ 
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mutually agreed upon between the Client and the Supplier. In the event of the Oient and the 
Supplier falling to agree upon the three (3) persons, then such three (3) persons shall be 
nominated by • The decision of the panel shall be 
final and binding on the parties. 

6. ENTIRE AGREEMENT 
This Service Level Agreement, together with all Of the Annexures and other attachments 
refe.r'Elnced hereIn, cxmstltutes the entire agreement between the Client and the Supplier, and 
supersedes all propo5flls, aral and written, between the parties on this subject. 

7. VARIATION 
No agreement to vary, add to or cancel this Service Level Agreement will be or any force and 
effect unless reduced to writing and signed by the partIes to this Service Level Agreement, 

8. CONFUCT 
<OIl 	 In the event that there is any conflict between the terms and conditions contained In the main 

body of this Service Level Agreementt Bnd the terms and conditions contained in any of the 
Ann.axures attached hereto from time to time, then the terms and conditions contained In the 
annexures shall prevail. 

9. EXECUTION 

The Client by I ~n cvnI!L­ '9Q!.rrv~ 

">\-. u day of ~(. 2015 

Whet warrants his authority hereto 


The Supplier by O~C2'f /kieLCt1;' (l~/L...Ti3 A/t-~t:.- es:s. 

In his capacity as IJ I-<t:c.ro~ 


115 ::>e kailp Ph..:...., 
Lonehlll, 
Sanc:ton Version: ~ R--00/ 
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Signed at kGil/G..t:,. _ on the CJ 2. day of O~§'e:g:", 2015

:7-=­
On behalf of the supplier Witness 

ANNEXURE A 
The Scope Of Work 

Des.:rlptlon of the Services ­
l. 	Suppller Is responsible for, In case of failure gett1ng system back to "known state.... 
l. 	Supplier Is respon!Uble for ensuring configuration backups are made and kept off Site. 
3. 	Supplier Is responsible for the RMA procedure With the appliC!lble manufacturer. 
4. 	 Suppller will monitor SNMP .Ierts on remote server and report on all failures. 
S. Supplier is responsible for preventative maintenance on a scheduled basis (thislndudes 

<III nrmware updates). 
6. 	 Once call Is logged via helpdesk supplier wlll respond within 1 hour and replace faulty 

eqUipment once recaived from manufacturer. 
7. 	 Support to the Client will be available via remote support during weekdays, business 

hours from 8am-Spm, excluding public holidays and weekends • 
•3. Should onslte service be required the costs for the call-out, travelling and 

accommodation would be recovered from the customer. 

115 De Kaap Place 
I.cnehIR, 
SaMtDo 	 Verslom 2 
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~ 

ANNEXURE. 
Responsibilities 

Responsibilities of the Client: 
1. 	The Client wlll ensure that no physically or configuration changes will be made to 

the equipment as specified In Annexure 0 without the prior consent and approval 
from the supplier. 

2. 	 Client will ensure that the supplier will have access to svstem. 
3. 	 Client will ensure equipment Is securely protected. 
4. 	Client will provide dedicated person With necessary knowledge to assist (directlv or 

by telephone). I 

S. 	 Client will ensure that all memufac.turers' hardware maintenance agreements must 
be In place and up to date (warranty Included). 

11S De Klap Place 
LOm:;:hlll, 
Sandton 	 Ver&lon: 2 
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ANNEXUREC 
Can Reporting Procedures 

L T1le Client needs to log a call or contact any of the following telephone numbers In the 
event of system failure: 


E-mail: mrossOollcom.co.za 

Ollcom Offices! +27 11 465 8190 


. Support Escalation: +27 82 578 9095 


115 De lCaap Place 
LDn.!hlll, 
S9rdton Ver.slon: 2 
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A.NNEXURE D 

Equipment I Infrastructure I list 

.., 


1lb. Model DescrlDtlon Serial Number 
TeA 
TBA 
TSA 
TBA 
TBA 
TeA 
TBA 
TeA 

115 De Kaap Place 
Lonehlll, 
Sandton vel'1llOn: 2 
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ANNEXUREE 

Remuneration 

See below breakdown of rates that will be applicable to the provision of the speclffed services 
end equipment. The monthly amount will be payable tn advance on the date as specified In the 
commencement date in clause 2. "Definitions" 

Ow Product CO DeserlDtlon 
Price per 
month 

Annual ~ 
Total 

1 SLA OU Annual SLA. Duration 1 vear 
----i 

subTotal 
VAT (14%) 

RO.OO 
R~ 11?'!r4 

R"'L.z i.co 
~ 

. I Z. 

Annual Total IRJM!IOZ.s!B-· I Z 

t:.IS1/.::,;1. • {Z-. 
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