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@ SNC Solutions — Customer Support Guide

Reliable IT Support & Security for Your Business

@ Support Hours

Service Availability (AEST)

Standard Support Monday-Friday, 8:30 AM - 5:00 PM
Web Portal Access Daily, 8:00 AM -8:00 PM
Emergency Support  After hours for eligible clients
Weekends & Holidays Closed (except emergency support)

Support requests received outside business hours will be addressed the next business day
unless covered by an SLA.

& Contact Details

Method Contact Information
Email support@sncsolutions.com.au
€3 Phone +61 39796 5690

@ Web Portal https://helpdesk.sncsolutions.com.au/hd/

@ Response Time
We aim to respond to all support requests within:
e 1to 2business hours during support hours

e Criticalissues may be prioritized based on severity and impact.

@ What We Support

SNC Solutions aids with:
e Troubleshooting technicalissues
e Software and system access
e Network connectivity

¢ Email and collaboration tools
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e GeneralIT questions

@ Security Services for Businesses

o We provide protection for small businesses and manufacturers:

e Security Assessments — Identify vulnerabilities and strengthen your defences

e Employee Training — Equip your team to recognise and prevent threats

e Real-Time Threat Protection - Firewalls, monitoring, and updates to block attacks

e Data Backup & Recovery - Reliable backups to ensure fast restoration after an incident

Learn more: Security for Small Business

Service Plans

Our service plans are designed to provide peace of mind, proactive monitoring, and priority
support. Whether you're a small business or a growing enterprise, we have a plan to suit your
needs.

Explore our plans: https://sncsolutions.com.au/it-service-plans/

8 Emergency After-Hours Support

Emergency support outside of business hours is available for eligible clients with a managed
services agreement or SLA.

To access after-hours assistance:
. Email: support@sncsolutions.com.au (monitored for critical issues)

e 8 Phone: +61 3 9796 5690 (leave a detailed voicemail for urgent escalation)

Please include “URGENT” in the subject line and provide a clear description of the issue.

Tips for Fast Support

To help us assist you quickly, please include:
e Acleardescription of the issue
e Any error messages or screenshots
e The device or system affected.

e Anyrecent changes or updates
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