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1. All enquiries will be allocated Level 2 response unless requested otherwise on a per-incident basis. 

2. Response times are based on our office opening hours (9am to 5.30pm Monday to Friday)  

3. Snagging issues (ie. resolved issues that may unexpectedly re-occur within 5 working days of closure) will be prioritised as Level 2 support and 

will be non-chargeable at our discretion (subject to our being alerted within the guaranteed period of 5 working days).  

4. Unless stated otherwise, any time spent by SerendipiTi IT Services addressing/resolving enquiries will be chargeable. 

5. Issues reported as URGENT will automatically be allocated Level 1 service and charged accordingly at our discretion.   

6. Response times for both Levels 1 and 2 cannot be guarantee during particularly busy times.   

7. SITE VISIT SUPPORT will be charged at standard ‘PAYG support’ rates, in addition to any Remote or Telephone Support that may have been 

conducted prior to the visit - in relation to the issue. 

8. Outgoing call costs incurred by SerendipiTi during Third-Party support may be chargeable at our discretion  
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