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Support and service levels for SaaS services 
 

dab: Daten – Analysen & Beratung GmbH 
 

§ 1. General 

This Service Level Agreement concerns the general regulations on support and ser-
vice levels for dab software provided as Software as a Service ("SaaS"). The SaaS ser-
vices include maintaining the availability of the dab software as well as updating 
and supporting it.  

 

§ 2. Availability, operating and maintenance and business hours 

The agreed availability of the dab software is 99.8% during operating hours. The op-
erating times of the dab software are 24 hours a day, 7 days a week, less announced 
maintenance times. The availability refers to the core functions of the dab software. 
The maintenance times are up to 8 hours per month. Maintenance work shall be 
carried out outside the service hours (see 4.3 below) wherever possible. Announce-
ments and the content of maintenance work are provided in electronic form. 

 

§ 3. Trouble reporting and support 

dab shall support the Customer in the event of faults in the use of the dab software 
by accepting and processing fault reports. The Customer shall report faults by e-
mail to support@dab-gmbh.de, stating the priority (see 4.2 below). dab is entitled 
to provide a different e-mail address or an online ticket system for fault reports after 
informing the Customer. 

  

mailto:support@dab-gmbh.de
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§ 4. Failure analysis and priority levels 

4.1 Remedy of material defects 

If the fault analysis reveals a material defect in the dab software, dab shall under-
take the fault processing described here. If the reported fault is not a material de-
fect but, for example, a user error or a problem with the Customer's system config-
uration or other software, dab shall inform the Customer of this and submit an offer 
to rectify the fault at cost, to be paid for separately, before dab undertakes any fur-
ther work. In emergencies, e.g. imminent loss of data, which require immediate 
troubleshooting, dab may begin troubleshooting immediately, even if there is no 
defect. In this case, dab is entitled to invoice the expenses incurred in accordance 
with dab's current price list to the extent actually incurred. 

 

4.2 Prioritization of troubleshooting 

Fault messages are categorized into the following priority levels:  

Priority 1 – critical: There is an urgent malfunction of the dab software in 
productive operation (e.g. no login possible, permanent crashes, imminent 
data loss), which affects the majority of users. There is no way to circumvent 
the malfunction. An immediate solution is required. 

Priority 2 – urgent: Important functions of the dab software in productive 
operation are not available and the agreed use is considerably restricted. 

Priority 3 – normal: Individual non-essential functions are not available or 
important functions are only available via a workaround solution. 

Priority 4 – not urgent: The fault only occurs for individual users or only spo-
radically. Work with the dab software is only slightly impaired. 

 

4.3 Service time 

dab provides support services during service hours. The service hours are Monday 
to Friday from 09:00 to 17:00 local time at dab's headquarters in Deggendorf, Ba-
varia (excluding Sundays and Saturdays, Christmas Eve (December 24th), New 
Year's Eve (December 31st) and national holidays and public holidays at dab's head-
quarters in Deggendorf, Bavaria). Fault reports are processed during service hours. 
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The option of reporting faults by e-mail is also regularly available to Customers out-
side service hours. 

 

4.4 Response time 

The response time begins when the fault report is received within the service time. 
If the fault report is received outside the service time, the response time starts at 
the beginning of the next service time. The response time ends with dab's reaction 
to the report, in particular the response that the fault is being processed or that a 
workaround solution is being proposed or that a query is being made about the 
fault report from dab. Depending on the priority level, the following response times 
are agreed:  

• Priority 1 (critical) 4 hours 

• Priority 2 (urgent) 8 hours  

• Priority 3 (normal) 24 hours 

• Priority 4 (not urgent) 48 hours 

 

§ 5. Updating the dab software 

dab continuously provides the Customer with new versions of the SaaS dab soft-
ware.  

Updated versions of the On-Premises dab software provided to the Customer for 
the use of the SaaS dab software are provided to the Customer via the SaaS solu-
tion. The Customer shall keep the On-Premises dab software up to date. 

 

§ 6. Knowledge base and support documents 

dab shall provide the Customer with the contractually agreed documentation as 
well as help and information on the dab software via the SaaS solution, in particular 
current documentation for the dab software in PDF format, troubleshooting help 
and information on new functions and bug fixes for the dab software. 
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§ 7. Cooperation duties of the Customer 

In many cases, dab can only fulfill its support services if the Customer cooperates. 
The Customer's obligations to cooperate are in particular 

7.1 Appointment of a contact person 

The Customer must appoint a central contact person for dab who is responsible for 
the Customer's internal support and assists users with regard to the performance, 
functionality or operation of the dab software and answering questions. The con-
tact person shall be available to dab support in the event of fault reports to an ap-
propriate extent. He has access to the software and system environment and ac-
tively supports the processing of faults, in particular by restarting the software and 
system environment on request, carrying out unsolicited data backups and provid-
ing the necessary information.  

 

7.2 Tasks of the contact person 

The contact person is responsible for reporting the fault and providing the neces-
sary information. This includes a detailed description of the fault and its perceptible 
effects on the operation of the dab software, in particular the following information: 

- Name of the Customer 

- Designation of the dab software concerned 

- Description of the fault 

- Information on the reproducibility of the fault 

- Start and duration of the fault 

- Information about any changes to the dab software, e.g. configurations or 
updates before the fault occurred  

- Communication of the error messages displayed by the dab software as well 
as any additional information, e.g. log files, screenshots, configuration files  

- Classification of the fault into priority levels 1 to 4 with an explanation, in par-
ticular the number of users affected, impact on business operations and ur-
gency. 
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7.3 Ensuring the system requirements  

The Customer is obliged to comply with the system requirements specified by dab 
and not to change the software and hardware environment without consulting 
dab. 

 

§ 8. Optional services from dab 

The Customer may order further services from dab that are not covered by the war-
ranty for defects (see section 4.1 above) for a separate fee, in particular: 

- Support monitoring and administration of the dab software as a managed 
service 

- Extended service hours on a regular basis or on individual days/weekends  

- Shorter response times  

- Training for users and administrators  

- other services, e.g. support with the configuration, customizing and integra-
tion of the dab software 

 


