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ATTACHMENT 2 – TOSHIBA SERVICE LEVEL AGREEMENT 
MULTI-FUNCTION DEVICES AND RELATED SOFTWARE, SERVICES AND CLOUD SOLUTIONS




1. Customer Level SLA
1.1. Purpose
The purpose of this Attachment is to outline service levels; as well as provide Customer with a defined process for equipment replacement or loan as set forth herein.
1.2. Customer Service Level Agreement
Contractor agrees to maintain the following service levels defined below as targets:

	Performance Criteria
	Target Level

	Average Uptime
	96% or Better

	Average On-Site Response Time
	4 Hours or Less



1.3. Total Quality Commitment (TQC)
1.3.1. Free Replacement - If Buyer’s Toshiba MFD, Facsimile or its accessories, do not operate within Toshiba’s product specifications during the term of its lease or if purchased its maintenance service term, and if the equipment cannot be repaired to perform within product specifications, Contractor will replace the MFD, facsimile or accessory at no charge with a model of equal or better features and specifications.
1.3.2. Free Loaner:
1.3.2.1. If Customer’s Toshiba MFD is out-of-service more than two (2) consecutive business days after notifying a Contractor’s Authorized Servicing Provider or requires off-site service, a loaner MFD will be provided by the Contractor Authorized Servicing Provider at no additional charge.  
1.3.2.2. All loaned equipment is the property of Contractor or the Contractor’s Authorized Servicing Provider and must be returned to Contractor or the Contractor’s Authorized Servicing Provider at the time the repaired or replaced equipment is tendered.
1.3.3. Term of Program.
[bookmark: _GoBack]The term of this program is (i) for purchased equipment, three years from equipment installation date or maximum number of copies as stated in the product specifications, whichever occurs first; or, (ii) for leased or rented equipment, the length of the original lease or rental term starting from the equipment installation date or the maximum number of copies as stated in the product specifications, whichever occurs first. 
1.3.4. Terms & Conditions Of TQC
This program applies only to new Toshiba MFD and/or accessories acquired by customers from Toshiba or an Contractor Authorized Servicing Provider on or after April 1, 1996, on condition that the equipment: (i) was continuously maintained under a full service maintenance agreement provided by an Authorized Toshiba Servicing Provider, and (ii) only genuine Toshiba parts and consumable supplies are used in the maintenance and operation of the equipment. This program is non-transferable. Product damaged or destroyed because of Buyer’s negligence, misuse or abuse, improper electrical power, or an act of God are not covered under this program.

If a Contractor Authorized Servicing Provider is not available to fulfill the terms of this program, Toshiba will resolve any program issues within a reasonable period of time. No modification or extension of this program is effective unless it is in writing and signed by the Vice President, General Manager of Toshiba-Electronic Imaging Division. 

1.3.5. How To Exercise This Guarantee
First, notify your Authorized Toshiba Servicing Provider of the problem.  If you do not obtain resolution to your satisfaction via your Authorized Toshiba Servicing Provider, send a certified letter documenting your problem and a copy of the dated sales receipt to: 
Toshiba America Business Solutions, Inc.
Director of Field Service
25530 Commercentre Boulevard
Lake Forest, California   92630
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