SUPPORT &
SECURIT Y
FOR YOUR
CLOUD.
SERVING
YOU 24 x 7.

METAL TOAD’S SERVICE LEVEL AGREEMENT (SLA)
Metal Toad’s Managed Services offer around-the-clock support and security.
From enabling custom cloud solutions to benchmark traffic testing,
Metal Toad ensures that your site’s performance is never compromised.
Our High Quality Guarantee
Despite ranging complexities, Metal Toad promises our Managed Services
Clients the same core offerings:
– Minimal Downtime
– Rapid Response Times
– High Levels of Transparency
– Access to Metal Toad’s Depth of DevOps Knowledge

GUARANTEES

24 x 7 x 365
24 x 7 x 365 LIVE SUPPORT

MINIMAL DOWNTIME

These offerings translate to live, on-site engineers — on-call 24 hours per day,
7 days per week, 365 days per year — responding to all issues as they arise.

RAPID RESPONSE TIMES

Ensuring the Guarantee
To hold ourselves accountable, Metal Toad includes an ironclad service-level
agreement (SLA) in every contract. Details on the Priority Levels and Escalation
Paths have been included on the back of this document.

NO OUTSOURCING

“We have partnered with Metal Toad (Cloud Team) for
over half a decade and consider them a vital extension
of our platform engineering team.”
— Mike Weksler, Sony Pictures Television

HIGH TRANSPARENCY

Interested? Schedule your free consultation
today at hello@metaltoad.com or 503.336.1658.
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INCIDENT ESCALATION PATH

SLA PRIORITY LEVELS
Incident priorities, with
response/resolution
timelines for each
priority detailed.

EMERGENCY SUPPORT
24 x 7 x 365
Emergency support by North
American-based technologists
is available via email and
telephone for Priority 1 & 2
issues, as illustrated in the
example to the right.

In every web ecosystem, unexpected incidents
occur. Metal Toad commits to transparency
with our Clients through any and all issues
and guarantees 24 x 7 x 365 support by North
American engineers for any critical incidents.

Metal Toad’s escalation path is automated via
phone, email, and a number of online resources.
Levels of escalation are systematically sent up the
chain and, if necessary, will ultimately land with the
Metal Toad Executive Leadership Team.

SLA PRIORITY LEVELS AND DEFINITIONS

RESOLUTION BEGINS

RESOLUTION GOAL

PRIORITY 1
• Significant impact on Client operations
• The service or a major component is down
• No alternatives/workarounds available

30 minutes

4 Hours

PRIORITY 2
• Moderate impact on Client operations
• Any service or component is down/malfunctioning
• A temporary alternative or workaround is available
• Effective use of service is not possible

1 Hour

24 Hours

PRIORITY 3
• Minor impact on Client operations
• Infrequently occurring problem

1 Business day

5 Business Days

PRIORITY 4
• Service requests
• Bug fixes
• Feature improvements

1 Business day

Resolution on a
business-justified
schedule

Metal Toad’s
monitoring detects
a problem with
your site.

Metal Toad’s
support team
is alerted.

Metal Toad’s
live, on-call
engineer confirms
the problem.

The engineer
notifies you
and begins solving
the issue.

Resolution
within 4 – 24
hours.

Interested? Schedule your free consultation today at hello@metaltoad.com or 503.336.1658.
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