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1. Agreement Overview

This Agreement represents a Service Level Agreement (“SLA” or Agreement”) between 
Graitec Limited and (CLIENT) for the provisioning of services as detailed.

This Agreement remains valid until superseded by a revised agreement mutually agreed 
by the stake holders.

This Agreement outlines the parameters of all services covered as they are mutually 
understood by the primary stakeholders.

This Agreement does not supersede current processes and operational procedures unless 
explicitly stated
herein.

2. Goals & Objectives

The goal of this Agreement is to ensure that suitable elements and commitments are in 
place to provide consistent data management support service and delivery to (CLIENT) 
by Graitec Limited.

The objectives of this Agreement are to:

• Provide clear reference to service ownership, accountability, roles and/or
responsibilities.

• Present a clear, concise, and measurable description of service provision to the
customer.

• Match perceptions of expected service provision with actual service support &
delivery.

3. Stakeholders

The following Service Provider(s) and Customer(s) will be used as the basis of the 
Agreement and represent the primary stakeholders associated with this SLA:

Service Provider: Graitec Limited (“Provider”)
Support Client: (Client) (“Customer”)
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4. Periodic Review

This Agreement is valid from the Effective Date outlined herein and is valid until further 
notice. This Agreement should be reviewed at a minimum once per fiscal year; however, 
in lieu of a review during any period specified, the current Agreement will remain in effect.

Support outlined in this document may be amended as required, provided mutual 
agreement is obtained from the primary stakeholders and communicated to all affected 
parties. The Document Owner will incorporate all subsequent revisions and obtain mutual 
agreements/approvals as required.

Effective Date: Date of invoice
Contract Term: 1 year
Review Date: 9 months into agreement
Renewal Date: 1 year after date of invoice

5. Service Agreement

The following detailed service parameters are the responsibility of the Service Provider in 
the ongoing support of this Agreement.

5.1 Service Scope

Remote Installation and Licensing Support
Remote support for Autodesk products purchased by the Customer from Graitec UK are 
covered free of charge for the current and three (3) previous versions. All other previous 
versions that are still on active subscription will only be covered with a current Graitec 
Gold entitlement. Product installation and licensing remains the customer responsibility 
and support is only provided to assist the customer or their IT with unexpected technical 
issues and errors that may occur.

Remote Product Technical Support
Remote support for the current and three (3) previous versions purchased by the 
Customer from Graitec UK following the current Autodesk product support lifecycle. This 
support service covers issues of a technical nature including fault finding, hardware & 
software compatibility and general application inoperability. When appropriate, driver 
updates, service packs, hotfixes and hardware requirements advice will be provided to 
alleviate the issue. 

Support requests are logged, monitored, and managed by our internal business system 
and the support service is delivered remotely by a qualified support engineer via either 
telephone, email or remote system access when appropriate. 
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How To…? Support
‘Training’ product support is an enhancement to ‘Technical’ support and offers the 
flexibility for users of supported products to ask a suitably qualified engineer ‘how to...’ 
questions relating to the use and operation of the supported software when there is a 
lack of knowledge within certain functionality and a quick fix is required.

This service is not available as a replacement for formal classroom, on-site or eLearning 
training, but is to be used in conjunction with training as support service can only be 
provided on products/functionality that the customer has already received training.

Supported Products
The SLA provides support for the current and three (3) previous version of the following 
Autodesk products:

• Revit
• Revit LT
• InfraWorks
• Navisworks Simulate
• Navisworks Manage
• FormIt Pro
• Recap Pro
• Vehicle Tracking (Windows only)
• Dynamo
• AutoCAD (Windows only)
• AutoCAD LT (Windows only)
• Advance Steel
• AutoCAD Civil 3D
• AutoCAD Map 3D
• AutoCAD Plant 3D
• Autodesk Inventor Professional
• Woodwork for Inventor
• Fusion 360 (Windows only)
• Autodesk Vault Basic (client only)
• Autodesk Vault Professional (client only)

All other products to be supported for installation and licensing only, as laid out in section 
5.1 above.
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5.2 Out of Scope
The following items are not covered under your Gold Support Agreement, but can be 
covered under additional separate Graitec support agreements or arrangements where 
required:

Specialist Product Support
Autodesk Vault (server configuration), advanced SSO configuration, Autodesk Account 
(management and admin), Autodesk 360, Autodesk Construction Cloud and Revit Server 
products are not supported as part of this agreement. Support for these products is 
available for an additional charge and is covered by different support agreements.

On-site Support Services
Support issues of a technical nature that cannot be resolved remotely by telephone, 
email or remote system access may require a site visit by an appropriately qualified 
application engineer. This service is not included in the scope of this agreement but can 
be purchased on an as-required basis.

Software Version Upgrades
Full version upgrades to Autodesk products are available annually and are included as 
part of an Autodesk Subscription contract. Upgrading and installation is not included 
in the scope of this agreement except as laid out in section 5.1 above, but remote 
installation can be purchased on an as-required basis.

Service Term and Service Pool
This agreement runs for 12 months (the Term) and is limited by an initial 10-hour pool of 
time (the Service Pool), at the end of the Term unused time cannot be carried across into 
any new agreement. However, if the Service Pool is used within the Term the Customer 
can top it up by purchasing additional time.

Following a support request by the Customer, Graitec will deliver the supported services 
with any time associated with managing, investigating and resolving the issue deducted 
from the Service Pool in 15-minute increments.

5.3 Customer Requirements
Customer responsibilities and/or requirements in support of this Agreement include:
• Payment for all support costs at the agreed interval.
• Reasonable availability of customer representative(s) when resolving a service related

incident or request.
• Avoidance of any changes to supported infrastructure and hardware/software

configurations.
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5.4 Service Provider Requirements
Service Provider responsibilities and/or requirements in support of this Agreement 
include:

• Complying with outlined support agreement levels.
• Appropriate notification of any essential maintenance.
• Prompt notification of identified critical issues.

5.5 Service Assumptions
Changes to services will be communicated and documented to all stakeholders.

6. Service Management
Effective support of in-scope services is a result of maintaining consistent service levels. 
The following sections provide relevant details on service availability, monitoring of in-
scope services and related components.

6.1 Service Availability
The service(s) covered in this Agreement are accessed via the Graitec Helpdesk and 
available between 8:30 AM to 5:30 PM Monday to Friday excluding bank holidays and the 
Christmas shutdown period usually between Christmas Eve and the first working day of 
the New Year (known as the ‘Service Availability Period’).

The Customer can request supported services in the following way:
• Calling the Graitec Helpdesk - +44 (0)1274 535 288
• Sending an email to - support.uk@graitec.com
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6.2 Service Monitoring
When the Customer requests a supported service, details relating to the Customer’s 
support requirements are recorded into our internal business system and a ticket is 
created. The Helpdesk will triage the information gathered, set a service priority, and 
allocate the ticket to our Support Team who will deliver the support service.

Once a support request is recorded and ticketed in our support system, we guarantee 
that our Support Team will respond to the initial request within the relevant times detailed 
in the table below:

Requested Support Service Telephone Response (Working Hours)
Software Support 4 hours

The Helpdesk will triage the information gathered, set a service priority, and allocate the 
ticket to our Support Team who will deliver the support service.
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