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Support Ticket
Priority

SEVERE

Loss of functionality and/or system outage.

Resolution within 1 hour

HIGH

Issues that affect usability with no work-around.
Resolution within 1 business day

IMPORTANT

Quick resolution with no impact on the system.
Response provided within 3 business days and a Resolution within 5 business days

NORMAL

Request to make system upgrades or modifications.
Response provided within 3 business days and a Resolution within 10 business days

NEUTRAL

General requests such as cost estimates or other non-critical actions.
Unless noted, resolved as time allows
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