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1 Content of the SLA 

With this SLA, PTV AG defines the scope of services encompassed in the product PTV 

xServer internet (the "services"): 

 Availability 

 Services 

This SLA is valid only for the live system of PTV xServer internet.  

 

The following activities are not included in the scope of services that PTV has undertaken 

to provide: 

 Training or instructions from the employees of the client in relation to the use of the 

services.  

 Data backup: PTV safeguards the application data saved in the service by the client or 

the client's users. The user is therefore solely responsible for arranging applications 

provided in the service so that their data can be backed up and is responsible for 

backing up their data sufficiently. 

 Rectifying incidents caused by improper use or due to external influences outside of 

the sphere of influence of the client, particularly 

 in case of non-compliance with the technical documentation as set forth in s.5.2 of 

the Terms of Use (http://xserver.ptvgroup.com/index.php?id=963&L=1) or in the 

case of incorrect operation/improper use; 

 when there is no data backup or the data backup is inadequate; 

 disruptions on the Internet; 

 in the event of force majeure (power failure, fire, water damage, etc.); 

 incidents occurring due to updates not being conducted by the user, which have 

justifiably been called for by PTV. 

2 Availability (7x24hx365d) 

PTV guarantees the availability of the service under the following conditions: 

2.1 Availability of services 

The services are deemed available if the methods of the service interface generate 

defined responses (the "responses") to the defined requests (the "requests") at the 

transfer point (see below).  

The transfer point is the point of transition from the Internet to the Microsoft Azure data 

processing centre (the "transfer point"). 

http://xserver.ptvgroup.com/index.php?id=963&L=1
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The terms "outage" and "downtime" are defined as the time in which one or more of the 

interface methods are not available and the cause of error is included as part of the 

scope of delivery specified in Paragraph 1. 

The agreed availability is specified as a percentage of time based on a yearly basis 

(“availability”). 

Maintenance times for which notice has been given are excluded from the calculation of 

the availability.  

The availability is calculated as follows: 

 

Gross availability    VB = 365 days x 24 hours x 60   [min.] 

Maintenance as per Sec. 3.2  WG = Time for maintenance    [min.] 

Net availability     VN = VB - WG      [min.] 

Downtime      A        [min.] 

Actual availability p. m.   V = (VN – A) / VN      [%] 

 

Agreed availability:  99.5% 

Maximum uninterrupted downtime  10 hours 

2.2 Availability measurement (7 x 24h) 

Checking the availability occurs in the following time interval: 

 

Availability measurement 5 minutes 

 

To determine the availability, the methods of the interface are automatically called up at a 

specified interval (every 5 min.) 24/7 and the results are stored for analysis. The 

measurement occurs at the transfer point. 

3 Services 

3.1 Service monitoring 

PTV continually monitors the availability of the service at the transfer point. 

PTV can provide an availability report if required. 
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3.2 Maintenance 

PTV plans for an average maintenance time of 1 hour per week and per map cluster. 

The maximum maintenance time per month is 10 hours per map cluster. In the case of 

maintenance windows longer than 1 hour, notice is usually given by e-mail at least 5 days 

in advance. 

This does not apply if immediate action is required due to special circumstances. 

3.3 On-call service 

PTV provides a 24/7 on-call service. The service is provided in both German and English. 

Contact data: 

 E-mail: support.inter24@xserver.ptvgroup.com  

 Ticket system service 

The on-call service serves only to receive reports of incidents that affect the operation. 

Clients can ask questions with regard to the use and operation of the service only in the 

Product Support area (see Paragraph 3.6).  

A detailed description of the error must be provided with each incident report. A proper 

error message has to contain at least information about how the error has been caused, 

what exactly happened and (where appropriate) whether an error message appeared, so 

that PTV can analyse the error in more detail. If the error description is insufficient, PTV 

will request this information or cooperate in the creation of an adequate description of the 

error. 

If requested to do so, the client shall make any additional information that may be useful 

for the purposes of analysing and remedying the error available to PTV immediately. 

PTV records tickets when a disruption is reported. The client is then notified automatically 

by e-mail that this incident has been recorded under a specific ticket number. If required, 

the client can obtain information on the status of individual tickets by telephone.  

3.4 Definitions of error classes and response times 

The following definitions apply to response times: 

 Response time is defined as the time period between detecting the incident and 

starting to correct the error. 

 Class A error: Of high relevance to the client; that is, usability of the service is 

considerably reduced and/or there are considerably higher operating costs. Important 

functions are not available, the client cannot carry out their daily work. A threat of 

system failure or loss of data. There is no way to work around the problem. An 

immediate solution is required so that the client can continue to use the service.  

 Class B error: Of medium relevance to the client; that is, there are some minor 

restrictions to usability of the service. A solution is required but is not urgent or there is 

mailto:support.inter24@xserver.ptvgroup.com
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a way to work around the problem. Limited use of the service is possible, individual 

functions of lesser importance are not available. 

 Class C error: Of low relevance to the client, operations are impaired slightly. A low 

number of clients are slightly or sporadically restricted. The daily work is only slightly 

affected.  

 Class D error: Of no relevance to the client; there are some queries of low urgency in 

relation to the product or certain system behaviour. 

 

The client must independently rank their incident according to the error classes defined 

here. PTV reserves the right to change the ranking of the incident to one of the other 

priority levels at PTV's own reasonable discretion after the incident has been placed. It is 

hereby explicitly stated that the response time is not to be equated with a time period for 

the correction of the reported problem. The time period begins when the client reports the 

incident in the correct manner according to Paragraph 3.3.  

3.5 Response time for incident reports 

Once an incident becomes known through PTV's own monitoring or through an incident 

report from authorised vicarious agents, the contractor must begin to resolve the incident 

within a defined time period, i.e. the response time. PTV accepts error messages via the 

communication channels defined in Paragraph 3.3. The response times differ based on 

the severity of the error and the time at which it occurs: 

Definition of office hours: Karlsruhe Headquarters, Germany  

 Monday – Thursday 8:00 a.m. – 6:00 p.m., Friday 8:00 a.m. – 4:30 p.m. 

Definition of public holidays: The public holidays of the city of Karlsruhe are deemed to be 

public holidays. 

Error class Weekdays Time Response time Status 
message 

Class A Office hours 
 
Outside of office 
hours 

 ≤ 30 minutes Every 4 hours 

 ≤ 4 hours 
 

Weekend, public 
holidays 

0:00 a.m. – 
midnight 

≤ 4 hours 
 

Class B Office hours 8:00 a.m. – 
6:00 p.m. 

≤ 6 hours Daily 

Class C Office hours 8:00 a.m. – 
6:00 p.m. 

≤ 1 week Weekly 

Class D Office hours 8:00 a.m. – 
6:00 p.m. 

> 1 week As required 

All times are in Central European Time (CET). 
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3.6 Product Support 

Product Support answers general questions about the functionality, the use and the 

operation of the service. Questions related to the development of the application and 

technical consulting are not covered by Product Support. 

With the exception of public holidays in Baden-Württemberg, Germany, Product Support 

can be reached during the times specified below (the "Product Support service hours"): 

• Monday to Thursday: 9:00 a.m. – noon and 1:00 p.m. – 4:00 p.m. 

• Friday: 9:00 a.m. – noon and 1:00 p.m. – 3:00 p.m. 

The client can reach Product Support by e-mail within the Product Support service hours 

using the contact details found at http://xserver.ptvgroup.com/en-

uk/services/support-form/. 

The processing time depends on the importance and complexity of the question. A first 

response is usually provided within 4-6 hours during Product Support service hours.  

All times are in Central European Time (CET). 

3.7 Updates 

PTV usually installs updates of the service and of the map data contained in this product 

two times per calendar year. 

http://xserver.ptvgroup.com/de/service/support-formular/
http://xserver.ptvgroup.com/de/service/support-formular/

