
Service Levels and Support
The following terms will have the following meanings when used in this Section:

“Downtime” means a Measurement Interval during which Team Cymru fails to provide the full functionality of the Services and System, excluding

Scheduled Downtime.

“Performance Credit” means 1 day extension of the applicable Schedule Term.  Performance Credits will be deemed to be price reductions

reflecting a diminution in the value of Services as a result of the failure to meet the Service Levels rather than liquidated damages or a penalty.

“Resolution Time” means the elapsed clock time between (i) CLIENT’s Service Call to report a problem and (ii) implementation of a change in or

adjustment to the System that corrects the problem and causes the System to be in Compliance and operate without malfunction.

“Response Time” means the elapsed clock time between (i) the SaaS Service Call to report a problem and (ii) a Team Cymru technical support

analyst capable of understanding the problem speaking to CLIENT’s support contact about the problem.

“Scheduled Downtime” means a Measurement Interval during which the Services or System is unavailable due to maintenance, of which CLIENT

has received, at least one week’s advance notice, and which occurs on a Sunday between 1 a.m. and 4 a.m. U.S. Eastern Time.

“Service Level Default” means Team Cymru’s failure to achieve a Service Level.

“Service Network” means the network used by Team Cymru to provide the Services.

“Workaround” means a solution that resolves a problem without decreasing System features, functionality or performance or resulting in an added

burden or expense to CLIENT.

"Business day" means a standard, non-US holiday business day. 

"Measurement Period" means a Measurement Interval of one calendar year.

System Operation Service Levels.  Team Cymru will provide the Services to CLIENT so that all of the quantitative measurements set forth in the first

column of Service Levels for System Operation Table below (each, a “Metric”) satisfy the corresponding specifications set forth in the second

column of Service Levels for System Operation Table below (each, a “Standard”).  If any Metric does not satisfy one or more of its corresponding

Standards, then CLIENT will be entitled to receive the corresponding remedy(ies) set forth in the third column of Service Levels for System

Operation Table (each, a “Remedy”).

SERVICE LEVELS FOR SYSTEM OPERATION TABLE

CustomersThreat Intelligence Solutions Use Cases Global Defender Exchange Resources Partners Compa
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https://www.team-cymru.com/our-case-studies
https://www.team-cymru.com/
https://www.team-cymru.com/pure-signal
https://www.team-cymru.com/global-defender-exchange


SERVICE LEVELS FOR REMEDIAL MAINTENANCE TABLE

P R O D U C T S

Pure Signal™ Command

Pure Signal™ Recon

Pure Signal™ Scout

G L O B A L  D E F E N D E R  E X C H A N G E

Bogon Networks

DDOS Mitigation UTRS

Nimbus Threat Monitor

S U P P O R T

0900-1700 ET

1400-2200 UTC

Submit a Ticket

C O N TA C T  U S

+1 847-378-3300

F O L L O W  U S
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https://www.team-cymru.com/pure-signal/command-threat-intelligence-platform
https://www.team-cymru.com/pure-signal/recon-threat-hunting-tools
https://www.team-cymru.com/pure-signal/scout-real-time-threat-intelligence
https://www.team-cymru.com/bogon-networks
https://www.team-cymru.com/ddos-mitigation-utrs-services
https://www.team-cymru.com/nimbus-threat-monitor
https://www.team-cymru.com/customer-support
tel:+18473783300
https://www.team-cymru.com/


Pure Signal™ Radar

MCP Server

Total Insights Feed

MHR - API

CSIRT Assistance Program

IP-to-ASN Mapping

support@cymru.com

PGP Key

Emergencies: +1 847-

378-3301
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https://www.team-cymru.com/pure-signal/radar-passive-asset-discovery-tool
https://www.team-cymru.com/pure-signal/mcp-server
https://www.team-cymru.com/total-insights-threat-intelligence-feed
https://www.team-cymru.com/mhr
https://www.team-cymru.com/csirt-ap
https://www.team-cymru.com/ip-asn-mapping
mailto:support@cymru.com
https://www.team-cymru.com/support-pgp-txt
tel:+18473783301
https://www.linkedin.com/company/team-cymru/
https://x.com/teamcymru
https://www.youtube.com/channel/UC8xFhiG1tn_Jo4QRBgm_aSQ
https://github.com/team-cymru
https://www.team-cymru.com/
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https://www.team-cymru.com/privacy
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https://www.team-cymru.com/modernslaveryact

