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[bookmark: purpose]1. Purpose
This document defines Janadhi & Company’s technical support process. Its goal is to ensure a consistent, professional approach to receiving, prioritizing, resolving and documenting technical support requests from clients, vendors and partners. The process promotes service quality, accountability and timely resolution.
[bookmark: scope]2. Scope
This process applies to all technical support activities provided by Janadhi & Company, including but not limited to:
· Network infrastructure — wired and wireless
· UniFi / Ubiquiti, Cisco, Fortinet, HPE, Axis, Hik, Sonos, Atlas hardware and software
· Low‑voltage systems and cabling
· Firewalls, switches, access points and controllers
· End‑user connectivity and performance issues
· Vendor coordination and warranty/RMA assistance
· End‑user technical support
[bookmark: support-channels]3. Support Channels
Clients may initiate support requests through the following channels:
· Web: https://janadhiut.on.spiceworks.com/portal
· Email: help@janadhiut.on.spiceworks.com
· Phone: (801) 528‑3976
· On‑site requests: scheduled through an authorized client contact
All requests are logged into the company’s service‑tracking system upon receipt.
[bookmark: request-intake-and-logging]4. Request Intake and Logging
For every support request:
· Assign a service ticket number.
· Record the client’s name and location, the contact person’s name and contact information, a clear description of the issue, the affected equipment or services, and the date and time reported.
· Assign a ticket priority based on the impact and urgency of the issue.
[bookmark: priority-classification]5. Priority Classification
Support requests are categorized as follows:
· Priority 1 – Critical: complete network outage or critical system failure with immediate business impact.
· Priority 2 – High: partial service outage or degraded performance.
· Priority 3 – Medium: non‑critical issues or configuration changes.
· Priority 4 – Low: informational requests, documentation or advisory support.
[bookmark: initial-response-targets]6. Initial Response Targets
Response time refers to acknowledgement and initiation of troubleshooting.
· Priority 1: within one business hour
· Priority 2: within four business hours
· Priority 3: within one business day
· Priority 4: within two business days
[bookmark: troubleshooting-and-resolution]7. Troubleshooting and Resolution
· Perform remote diagnostics whenever possible to minimize downtime.
· Schedule on‑site service if remote resolution is not feasible.
· Follow vendor best practices and manufacturer guidelines.
· Document all configuration changes, repairs or replacements.
[bookmark: vendor-and-manufacturer-escalation]8. Vendor and Manufacturer Escalation
When necessary, Janadhi & Company will:
· Coordinate directly with manufacturers (e.g., Ubiquiti/UniFi).
· Verify warranty eligibility.
· Initiate RMA or replacement requests.
· Track vendor case numbers and timelines.
Clients are kept informed throughout the escalation process.
[bookmark: client-communication]9. Client Communication
· Provide clients with updates at key milestones (diagnosis, progress, resolution or delays).
· Communicate and obtain approval for any change in scope, cost or timeline.
· Share final resolution details upon ticket closure.
[bookmark: documentation-and-closure]10. Documentation and Closure
Upon resolution:
· Record actions taken and outcomes in the service ticket.
· Update equipment serial numbers and configurations as applicable.
· Formally close and archive the ticket for reference.
[bookmark: service-limitations]11. Service Limitations
Janadhi & Company adheres to industry‑standard service limitations to ensure clear expectations:
· Scope of support: Technical support is provided in accordance with active service agreements and covers standard, unmodified products. Tasks such as custom application development, data warehouse design, system performance tuning, capacity planning and other consulting services are outside the scope of standard support.
· Customizations: Assistance with customizations using vendor SDKs or APIs is limited to providing information about the API’s purpose and usage and high‑level guidance. Support does not include writing custom code, supplying exact implementation steps or reviewing customer‑developed.
· Third‑party software and components: Support may assist with integration but does not provide direct support for third‑party components. Customers are responsible for properly configuring third‑party software (operating systems, databases, firewalls, browsers, etc.) and must contact the appropriate vendor for issues arising from those components.
· Unsupported releases and modifications: Support is not provided for preview releases, beta versions, snapshots or products that have been modified by the customer. Problems caused by improper use, accidents, neglect or unauthorized modifications are also excluded.
· On‑site and out‑of‑scope services: On‑site consultations, custom development, system design, capacity planning or data recovery services are not included in standard technical support and may require separate professional services agreements.
· Data responsibility and liability: Janadhi & Company is not responsible for reconstructing lost data or for indirect, special or consequential damages. Clients should maintain adequate backups and disaster recovery plans.
· External factors: Janadhi & Company is not liable for third‑party system failures, external influences beyond its control or issues that arise due to the customer’s own faulty application or lack of adherence to documentation.
[bookmark: continuous-improvement]12. Continuous Improvement
Janadhi & Company periodically reviews support performance metrics, client feedback and vendor updates to improve service quality and responsiveness.
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