
Business hours are 8.30am to 5pm Monday to Friday, after hours work will be

chargeable.

Customers not on a service plan are offered best effort lead times only, for urgent

requirements additional charges may be applied.

Service plan information can be found here.

SUPPORT REQUESTS: Service Plan Customers

We break this into two areas, 

Standard Requests (2 to 3 Business days): day-to-day requirements, such as new

users, Printer setups, Standard software installations, O365 requests, Computer

setups, permission changes etc

Non- Standard Requests (agreed lead time): New Hardware/software

implementations, Server upgrades, Firewalls, Security, Special Projects, ERP

Implementations/upgrades, SharePoint implementation etc, and will be Quoted

accordingly.

Requests received via our Helpdesk portal, Call-in or by emailing

support@sncsolutions.com.au, will generate an email notification with response

time for a Technician to make contact.

SERVICE OUTAGES (ISSUES): Service Plan Customers

Please refer to our Incident response page for Response times (Service Outages),

Response times will be calculated based on the number of users affected (One,

Multiple or all Users) i.e. Multiple users affected will be a higher priority than One

User.

Example: Servers down, Internet outage, key equipment outages, Security Breach’s,

or day to day issues that arise such as email, software related, printing etc

We do understand a support request or issue may at times need to be escalated,

which can be discussed by calling us. 

These are general guidelines allowing us to service requests in a timely manner

(based on industry standard) to service Customers requirements.
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