SQURCEPASS Get Started

Excellence in IT Service, Delivered 24/7/365

At Sourcepass, excellent service is not just a standard
—it’s the foundation of how we operate.

Commitment
to Excellent Service

We combine responsiveness, strategic guidance, and
innovation to deliver an exceptional IT support
experience that keeps your business running efficiently
and securely.
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Our award-winning IT support model provides
proactive, around-the-clock monitoring and a

dedicated team that resolves issues before they disrupt T AL THECHAEL 0 i\"n"épﬁ5o1
your operations.
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With flexible, scalable plans built around your business
goals, we ensure you receive the right level of support—
when and how you need it.

Every interaction is driven by our promise: strategic
guidance delivered with innovation and service
excellence.

Proactive IT Management

Sourcepass support is designed to anticipate and prevent problems before they occur.
Our 24/7/365 Network Operations Center (NOC) and Service Desk continuously monitor
performance, apply patches, and manage endpoints to ensure system stability.

Clients Benefit From:
¢ Real-time issue detection and resolution
¢ Dedicated technical teams that understand your environment
e Transparent communication throughout every ticket lifecycle

This approach transforms traditional IT support into a strategic advantage—empowering your
business to focus on growth, not downtime.

Service Level Objectives (SLOs)

Our Service Level Objectives ensure every issue receives the right level of attention, urgency,
and communication. These standards reflect our commitment to reliability, accountability,
and excellence in service delivery.
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Response Update

. Description
Time Frequency

Priority

Service failure or interruption with no Major outage or critical
work-around available, impacting 30 minutes 60 minutes incident disrupting core
more than 50% of users. business operations.

Priority 1-
Critical

Significant interruption with limited

Priority 2 — work-around; impacts multiple . High-impact issue requiring
. o 60 minutes 4 hours .
High users but less than 50% at a urgent attention.
location.

Priority 3 — Interruption affecting a single user Routine service issue
Mediu)r,n or non-critical system with limited 24 hours 24 hours impacting limited users or
work-around options. systems.

et Common requests that are not time
Priority 4 - .. General support or
sensitive, such as moves, adds, 24 hours 72 hours i, .
Low administrative requests.

changes, or deletions.

Service Level Objectives (SLOs)

o Trusted Expertise: A U.S.-based team of certified professionals managing IT environments
for hundreds of businesses nationwide.

» Proactive Partnership: We don't just resolve issues—we anticipate them, helping you plan
for the future.

e Transparent Accountability: Measurable SLOs and regular reporting ensure performance
you can trust.

» Client-Centric Approach: Every interaction is guided by our commitment to excellent
service and lasting relationships.

Empower Your Business with Sourcepass

From daily support to long-term technology strategy, Sourcepass delivers IT excellence
powered by innovation and care. Our teams become an extension of yours—dedicated to
keeping your business secure, efficient, and future-ready.
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