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Service	Overview	

Ancero Hardware as a Service (HaaS) 

Ancero Hardware as a Service, also known as (HaaS), provides our Customers’ a complete end-to-end 
managed service solution all in a monthly recurring revenue solution with no upfront expensive capital 
outlay.  Customers never have to worry about using out-of-date or obsolete equipment and the cost of a 
hardware refresh, while at the same time helping to convert your Capital Equipment Expenses (CapEx) to 
Operating Expenses (OpEx). 

Maintenance and Repairs 

The monthly payment includes all costs for the hardware and its associated software and operating 
system, as well as the labor needed to maintain the equipment in working order. 

Service	Exclusions	

This service does not include any third party connectivity, environmental or electricity fees related to the 
use of the Equipment. 

Help	Desk	&	Support	

Support Hours 

Unless otherwise agreed to in writing, help desk support for non-critical issues (P2 and P3 Severity Codes 
as defined below) will be provided during regular business hours, which are defined as Monday through 
Friday from 8:00AM to 8:00PM EST.  Critical issues such as a complete system outage will be responded 
to on a 24x7x365 basis.  A Customer request to obtain emergency support for a non-critical issue outside 
of standard business hours will be billed separately. Statutory holidays observed by Ancero are New 
Year’s Day, Memorial Day, Independence Day, Labor Day, Thanksgiving Day and Christmas Day.  
During these designated holidays Ancero may operate with a reduced staff and Customers may 
experience slower than normal response times. 

Response vs. Resolution Time 

It is critical to understand that response time and resolution time are separate and distinct measurements 
of time.  Response time is the time it takes to initially return contact to a Customer and acknowledge the 
problem after the Ancero technical staff has received a service request.  Resolution time is the date and 
time a given problem is actually resolved.  Because of the potential impact of third party vendors and the 
complexity of certain kinds of technical situations, Ancero cannot provide guaranteed resolution times.  If 
a problem cannot be resolved within the escalation time frame it will be automatically escalated from the 
help desk technician to a higher level resource for additional support.   
 
A variety of factors, including many beyond Ancero’s control, can impact the time needed to resolve a 
technical problem.  In most cases, support requests will require the active participation of a Customer 
representative who is familiar with the reported problem, and who is able to work with the assigned 
Ancero support technician to ensure a satisfactory resolution.  Third party vendor support agreements and 
their associated response times can significantly impact the time needed by Ancero to resolve a technical 
problem.  
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All services provided by Ancero will be tracked and managed via Ancero’s ticketing system.  Ancero will 
not be responsible for interacting with or updating any third party ticketing system.   

Service	Level	Objective	

Ancero provides all HaaS customers with access to priority support from our help desk and support staff.  
The following matrix defines the service level objective provided by Ancero under the HaaS Program:   
 

Severity 
Code Severity 

Initial 
Response 
Time 

Escalation 

P1 

Critical – A situation that is causing a critical 
impact to the Customer’s business operation with 
wide-spread outage, or impact to a critical user 
or group of users, and no immediate workaround 
is available.  The Customer’s workflow 
capabilities are severely limited or degraded. 

15 minutes 
from receipt of 

call 

1 Hour from 
first response

P2 

High - A P1 situation with a workaround such 
that the Customer can continue to use the 
covered device at an acceptable level. The 
Customer’s workflow capabilities may be 
moderately limited or degraded. 

30 minutes 
from receipt of 

call 

4 Hour from 
first response

P3 

Normal - Low impact problems and/or services 
which do not require immediate resolution or 
completion, as they do not directly affect the 
Customer’s productivity or limit functionality.  
This includes routine system maintenance, 
patching and updates as required. The 
Customer’s workflow capabilities are not limited 
or degraded.  P3 issues are considered non-
critical and will be handled during standard 
business hours. 

4 hours from 
receipt of call 

As necessary 
as 

determined 
by 

engineering 
staff 

 
Note: Ancero’s technical staff reserves the right to adjust the severity code as the situation develops, and 
as the support requirement warrants. 

Customer	Obligations	

 Customer must provide adequate facilities, electricity and power protection for the equipment. 


