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Local terms for Product Related Support 
Hardware & Software 

 

 

 

  

 

Content 
This overview provides for the respective country the local service terms referred to in the service data sheets, and it lists the countries that are enabled for the transfer of Support 
Pack Hardware: 

A. Local terms for Product Support Services Hardware & Software 
B. Local terms for NetApp Product Support Services 
C. Countries supporting Support Pack transfers (MOVE) 
D. Country specific Turn-around-time 

 

A. Local Terms for support Services Hardware and Software 
The following information supplements for the respective country the service terms specified in the following data sheets: 

• ServiceContract Hardware 
• ServiceContract Software 
• SolutionContract 
• Support Pack Hardware 
• Support Pack Software 
• SolutionPack 

The data sheets can be accessed via fujitsu.com/emeia/products/product-support-services.

http://www.fujitsu.com/emeia/products/product-support-services
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Country 
Service 

Desk 
contact 

Geographical restrictions 
ORT=Onsite response time 

RT=Recovery time 

General Terms & 
Conditions for HW/SW 
Support Services (GTC) 
Supplemental terms 

Support Pack 
(Supplement) 

Algeria 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for installation locations which are within a maximum 
of 100 km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an 
additional agreement. 
SLs 'RT 4/8 hrs.’ are available for maintenance contracts only. 

GTC (English language) 
Supplement (English 

language) 

Austria 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for installation locations which are within a maximum 
of 100 km from an authorized Fsas Technologies service point. 
Business hours last weekdays, excluding public holidays, from 08:00 to 17:00. 
Additionally: 
For non-contractual Support requests, following GTCs apply: GTC S&S (English language) 

GTC (English language) 
Supplement (English 

language) 

Die SLAs Antrittszeit 4 Std. und Wiederherstellzeit 4/8 Std. sind für Installationen verfügbar, die max.100 km von 
einem Fsas-Standort entfernt sind. 
Geschäftszeiten reichen wochentags, ausgenommen gesetzliche Feiertage, von 08:00 bis 17:00. 
Zusätzlich: 
Für vertragslose Supportanfragen gelten folgende GTCs: GTC L&L (German language) 

GTC (German language) 
Supplement (German 

language) 

Belgium 
Service 
Desk 

contact 
There are no geographical restrictions. 

GTC (English language) 
Supplement (English 

language) 

Bulgaria 
Service 
Desk 

contact 

The service levels 'RT 4/8/24/NBD hrs.’ are available for installation locations which are within a maximum of 100 
km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an additional 
agreement. SLs 'RT 4/8/24/NBD hrs.’ are available for dedicated datacenter hardware only (please contact your 
local sales/service representative). 

GTC (English language) 
Supplement (English 

language) 

CIS 
Commonwealth of 

Independent States 

Service 
Desk 

contact 

The service levels ‘RT 4/8/24/NBD’ are available for maintenance contracts only. The Support Packs with service 
levels ‘ORT 4/24 hrs.’ are available for installation locations which are within a maximum of 50km but no more 
than one hour travel from an authorized Fsas Technologies service point. 

GTC (Russian & English 
language) 

Supplement (Russian 
language) 

Croatia 
Service 
Desk 

contact 

The service levels 'RT 4/8/24/NBD hrs.’ are available for installation locations which are within a maximum of 100 
km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an additional 
agreement. SLs 'RT 4/8/24/NBD hrs.’ are available for dedicated datacenter hardware only (please contact your 
local sales/service representative). 

GTC (English language) 
Supplement (English 

language) 

https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
https://support.ts.fujitsu.com/IndexContact.asp?lng=AT
https://support.ts.fujitsu.com/IndexContact.asp?lng=AT
https://support.ts.fujitsu.com/IndexContact.asp?lng=AT
https://sp.ts.fujitsu.com/dmsp/Publications/public/fujitsu-agb-supplies-services-at-en.pdf
http://docs.ts.fujitsu.com/dl.aspx?id=c5c8277c-1de7-4b5d-bdcd-d452962499c0
http://docs.ts.fujitsu.com/dl.aspx?id=b0e77636-ceac-4116-a387-1976002053b5
http://docs.ts.fujitsu.com/dl.aspx?id=b0e77636-ceac-4116-a387-1976002053b5
https://sp.ts.fujitsu.com/dmsp/Publications/public/fujitsu-agb-lieferung-leistung-at.pdf
https://sp.ts.fujitsu.com/dmsp/Publications/public/fujitsu-agb-lieferung-leistung-at.pdf
http://docs.ts.fujitsu.com/dl.aspx?id=0c0fee92-db5e-4112-a4c0-b40d2a1f2705
http://docs.ts.fujitsu.com/dl.aspx?id=93dee297-4d42-4883-a922-8523b9002afe
http://docs.ts.fujitsu.com/dl.aspx?id=93dee297-4d42-4883-a922-8523b9002afe
https://support.ts.fujitsu.com/IndexContact.asp?lng=be
https://support.ts.fujitsu.com/IndexContact.asp?lng=be
https://support.ts.fujitsu.com/IndexContact.asp?lng=be
http://docs.ts.fujitsu.com/dl.aspx?id=30789136-03f7-44c4-9c41-503a535ff2f3
http://docs.ts.fujitsu.com/dl.aspx?id=3f22e9b3-9d71-4005-bfc9-d1c2c099c98f
http://docs.ts.fujitsu.com/dl.aspx?id=3f22e9b3-9d71-4005-bfc9-d1c2c099c98f
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=3a291b16-e595-4e9d-8e3a-97d8db9c8766
http://docs.ts.fujitsu.com/dl.aspx?id=3a291b16-e595-4e9d-8e3a-97d8db9c8766
http://docs.ts.fujitsu.com/dl.aspx?id=acc605c0-2206-4fc1-87a1-9c6fa5e2122a
http://docs.ts.fujitsu.com/dl.aspx?id=acc605c0-2206-4fc1-87a1-9c6fa5e2122a
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
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Country 
Service 

Desk 
contact 

Geographical restrictions 
ORT=Onsite response time 

RT=Recovery time 

General Terms & 
Conditions for HW/SW 
Support Services (GTC) 
Supplemental terms 

Support Pack 
(Supplement) 

Czech Republic 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for installation locations which are within a maximum 
of 100 km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an 
additional agreement. 
SLs 'RT 4/8 hrs.’ are available for maintenance contracts only. 

GTC (English language) 
Supplement (English 

language) 

Egypt 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for installation locations which are within a maximum 
of 100 km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an 
additional agreement. 
SLs 'RT 4/8 hrs.’ are available for maintenance contracts only. 

GTC (English language) 
Supplement (English 

language) 

Finland 
(also covering Estonia, 

Latvia, Lithuania) 

Service 
Desk 

contact 
There are no geographical restrictions. 

GTC (English language) 
Supplement (English 

language) 

France 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for maintenance contracts only and limited to 
continental territory (no island covered). GTC (English language) 

Supplement (English 
language) Les niveaux de service ‘ORT 4h’ et RT 4/8h’ ne sont disponibles que dans le cadre de contrats de maintenance et 

limités à la France continentale (hors îles et îlets). 

Germany 
Service 
Desk 

contact 

Basically, there are no geographical restrictions apart from islands, which cannot be reached on paved road. 
Business hours last weekdays, excluding public holidays, from 08:00 to 17:00. 
Country specific Turn-around-times for Off-site Services apply, see section D. 
Additionally: 
For non-contractual Support requests, following GTCs apply: GTC S&S (English language) 

GTC (English language) 
Supplement (English 

language) 

Im Grunde gibt es keine geographische Einschränkung mit Ausnahme von Inseln, die nicht über befestigte 
Straßen erreichbar sind. 
Geschäftszeiten reichen wochentags, ausgenommen gesetzliche Feiertage, von 08:00 bis 17:00. 
Es gelten die in Kapitel D. hinterlegten länderspezifischen Turn-around-times. 
Zusätzlich: 
Für vertragslose Supportanfragen gelten folgende GTCs: GTC L&L (German language) 

GTC (German language) 
Supplement (German 

language) 

Greece 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for maintenance contracts only and for installation 
locations which are within a maximum of 100 km from an authorized Fsas Technologies service point and not on 
an island. 

GTC (English language) 
Supplement (English 

language) 

https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
https://support.ts.fujitsu.com/IndexContact.asp?lng=fi
https://support.ts.fujitsu.com/IndexContact.asp?lng=fi
https://support.ts.fujitsu.com/IndexContact.asp?lng=fi
http://docs.ts.fujitsu.com/dl.aspx?id=e20d136d-4d95-4bbc-abf2-ce2e572649e7
http://docs.ts.fujitsu.com/dl.aspx?id=e8071c23-4f59-47e0-ac5d-11b48e8a4732
http://docs.ts.fujitsu.com/dl.aspx?id=e8071c23-4f59-47e0-ac5d-11b48e8a4732
https://support.ts.fujitsu.com/IndexContact.asp?lng=fr
https://support.ts.fujitsu.com/IndexContact.asp?lng=fr
https://support.ts.fujitsu.com/IndexContact.asp?lng=fr
http://docs.ts.fujitsu.com/dl.aspx?id=d8225fd0-77c6-46b8-8eb2-f71b8a5f3ca3
http://docs.ts.fujitsu.com/dl.aspx?id=c5b3f42c-6152-49b4-b589-072e4443f697
http://docs.ts.fujitsu.com/dl.aspx?id=c5b3f42c-6152-49b4-b589-072e4443f697
https://support.ts.fujitsu.com/IndexContact.asp?lng=DE
https://support.ts.fujitsu.com/IndexContact.asp?lng=DE
https://support.ts.fujitsu.com/IndexContact.asp?lng=DE
https://sp.ts.fujitsu.com/dmsp/Publications/public/TC-Supplies-Services.pdf
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
https://sp.ts.fujitsu.com/dmsp/Publications/public/AGB-lieferungen-leistungen.pdf
http://docs.ts.fujitsu.com/dl.aspx?id=5f94e39a-6b9d-4bc7-9db7-af536edbbfd4
http://docs.ts.fujitsu.com/dl.aspx?id=5686f411-b2b0-4250-ab5f-ea3d04126e7c
http://docs.ts.fujitsu.com/dl.aspx?id=5686f411-b2b0-4250-ab5f-ea3d04126e7c
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
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Country 
Service 

Desk 
contact 

Geographical restrictions 
ORT=Onsite response time 

RT=Recovery time 

General Terms & 
Conditions for HW/SW 
Support Services (GTC) 
Supplemental terms 

Support Pack 
(Supplement) 

Hungary 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for installation locations which are within a maximum 
of 100 km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an 
additional agreement. 
SLs 'RT 4/8 hrs.’ are available for maintenance contracts only. 

GTC (English language) 
Supplement (English 

language) 

Ireland 
Service 
Desk 

contact 

The service level 'ORT 4/NBD hrs.,’ is available for installation locations in Ireland which are within a maximum of 
100 km from an authorized Fsas Technologies service point, requirement for extended SLA's, please contact local 
service desk. 
The service levels 'RT 4/8/NBD hrs.,’ are available for Support packs for installation locations which are within a 
maximum of 100 km from an authorized Fsas Technologies service point, requirement for extended SLA's, please 
contact local service desk. 

GTC (English language) 
Supplement (English 

language) 

Israel 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for installation locations which are within a maximum 
of 100 km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an 
additional agreement. 
SLs 'RT 4/8 hrs.’ are available for maintenance contracts only. 

GTC (English language) 
Supplement (English 

language) 

Italy 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for installation locations which are within a maximum 
of 100 km from an authorized Fsas Technologies service point. 

GTC (English language) 
Supplement (English 

language) 

Luxembourg 
Service 
Desk 

contact 
There are no geographical restrictions 

GTC (English language) 
Supplement  (English 

language) 

North Macedonia 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for installation locations which are within a maximum 
of 100 km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an 
additional agreement. 
SLs 'RT 4/8 hrs.’ are available for maintenance contracts only. 

GTC (English language) 
Supplement (English 

language) 

Middle East 
(GCC, Levant, Yemen, 

Iraq, Pakistan and 
Malta) 

Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT NBD/8 hrs.’ are available in the following countries only: UAE (major cities) 
and KSA (Jeddah, Riyadh and Alkhobar) for installation locations which are within a maximum of 50 km from an 
authorized Fsas Technologies service point. Only the service levels 'RT NBD/8 hrs.’ guarantee spare parts delivery 
within the given repair time. 

GTC (English language) 
Supplement (English 

language) 

https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=ba6fff28-6856-4787-a85b-a0e7c10d6266
http://docs.ts.fujitsu.com/dl.aspx?id=9c36c90e-c4cd-4d62-87ef-2333b045c52a
http://docs.ts.fujitsu.com/dl.aspx?id=9c36c90e-c4cd-4d62-87ef-2333b045c52a
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=30789136-03f7-44c4-9c41-503a535ff2f3
http://docs.ts.fujitsu.com/dl.aspx?id=3f22e9b3-9d71-4005-bfc9-d1c2c099c98f
http://docs.ts.fujitsu.com/dl.aspx?id=3f22e9b3-9d71-4005-bfc9-d1c2c099c98f
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
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Country 
Service 

Desk 
contact 

Geographical restrictions 
ORT=Onsite response time 

RT=Recovery time 

General Terms & 
Conditions for HW/SW 
Support Services (GTC) 
Supplemental terms 

Support Pack 
(Supplement) 

Morocco 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for installation locations which are within a maximum 
of 100 km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an 
additional agreement. 
SLs 'RT 4/8 hrs.’ are available for maintenance contracts only. 

GTC (English language) 
Supplement (English 

language) 

Netherlands 
Service 
Desk 

contact 

The service level 'ORT 4 hrs.’ is available for installation locations on the Netherlands mainland. 
The service levels 'RT 6/8 hrs.’ are available for maintenance contracts and for installation locations on the 
Netherlands mainland. 

GTC (English language) 
Supplement (English 

language) 

Poland 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for installation locations which are within a maximum 
of 100 km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an 
additional agreement. 
SLs 'RT 4/8 hrs.’ are available for maintenance contracts only. 

GTC (Polish language) 
Supplement (Polish 

language) 

Portugal 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for installation locations which are within a maximum 
of 100 km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an 
additional agreement. 
SLs 'RT 4/8 hrs.’ are available for maintenance contracts only. 

GTC (Portuguese 
language) 

Supplement 
(Portuguese language) 

Os níveis de service de On-site Response Time e Recovery Time estão disponíveis para contractos de 
nmanutenção e para localização das instalações que estejam a um máximo de 100km de um polo de assistência 
técnica autorizado Fsas. Support Pack Onsite Response Time 4hrs pode necessitar de um acordo adicional. 
Os níveis de serviço recovery time 4/8 hrs estão disponíveis unicamente para contratos de manutenção. 

Romania 
Service 
Desk 

contact 

The service levels 'RT 4/8/24/NBD hrs.’ are available for installation locations which are within a maximum of 100 
km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an additional 
agreement. SLs 'RT 4/8/24/NBD hrs.’ are available for dedicated datacenter hardware only (please contact your 
local sales/service representative). 

GTC (English language) 
Supplement (English 

language) 

Serbia 
Service 
Desk 

contact 

The service levels 'RT 4/8/24/NBD hrs.’ are available for installation locations which are within a maximum of 100 
km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an additional 
agreement. SLs 'RT 4/8/24/NBD hrs.’ are available for dedicated datacenter hardware only (please contact your 
local sales/service representative). 

GTC (English language) 
Supplement (English 

language) 

https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
https://support.ts.fujitsu.com/IndexContact.asp?lng=NL
https://support.ts.fujitsu.com/IndexContact.asp?lng=NL
https://support.ts.fujitsu.com/IndexContact.asp?lng=NL
http://docs.ts.fujitsu.com/dl.aspx?id=39c37d6c-87eb-4d1a-afa0-ff536fdcde96
http://docs.ts.fujitsu.com/dl.aspx?id=6b869283-c22c-4988-a10e-e4c2d45b2345
http://docs.ts.fujitsu.com/dl.aspx?id=6b869283-c22c-4988-a10e-e4c2d45b2345
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=298f3339-9c6e-4b17-ba17-3a88ed7ea777
http://docs.ts.fujitsu.com/dl.aspx?id=efeb62e8-fc5f-45ed-bc99-5e334ceec4d7
http://docs.ts.fujitsu.com/dl.aspx?id=efeb62e8-fc5f-45ed-bc99-5e334ceec4d7
https://support.ts.fujitsu.com/IndexContact.asp?lng=pt
https://support.ts.fujitsu.com/IndexContact.asp?lng=pt
https://support.ts.fujitsu.com/IndexContact.asp?lng=pt
http://docs.ts.fujitsu.com/dl.aspx?id=4f163a30-583b-4fb9-a082-fd2ded41cb81
http://docs.ts.fujitsu.com/dl.aspx?id=4f163a30-583b-4fb9-a082-fd2ded41cb81
http://docs.ts.fujitsu.com/dl.aspx?id=4a1f3132-a139-41c2-a26a-7d5ba5bf1cef
http://docs.ts.fujitsu.com/dl.aspx?id=4a1f3132-a139-41c2-a26a-7d5ba5bf1cef
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
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Country 
Service 

Desk 
contact 

Geographical restrictions 
ORT=Onsite response time 

RT=Recovery time 

General Terms & 
Conditions for HW/SW 
Support Services (GTC) 
Supplemental terms 

Support Pack 
(Supplement) 

Slovakia 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for installation locations which are within a maximum 
of 100 km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an 
additional agreement. 
SLs 'RT 4/8 hrs.’ are available for maintenance contracts only. 

GTC (English language) 
Supplement (English 

language) 

Slovenia 
Service 
Desk 

contact 

The service levels 'RT 4/8/24/NBD hrs.’ are available for installation locations which are within a maximum of 100 
km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an additional 
agreement. SLs 'RT 4/8/24/NBD hrs.’ are available for dedicated datacenter hardware only (please contact your 
local sales/service representative). 

GTC (English language) 
Supplement (English 

language) 

South Africa 
Service 
Desk 

contact 

Recovery SLA’s only applicable with 75KM of cities in South Africa. 4h Recovery is not offered in price book, only 
considered for projects with on-site spare holding. 

GTC (English language) 
Supplement (English 

language) 

Spain 
Service 
Desk 

contact 

The service level 'ORT 4 hrs.’ is available for installation locations which are within a maximum of 100 km from an 
authorized Fsas Technologies logistic point. 
For 7x24 projects in Galicia, Asturias, Palencia, León, Zamora, Cáceres, Islas menores, please, contact Fsas 
Technologies Spain. 
For projects in Ceuta, Melilla y Andorra, please, contact Fsas Technologies Spain. GTC (Spanish language) 

Supplement (Spanish 
language) El nivel de servicio 'ORT 4 hrs.’ está disponible para ubicaciones a una distancia máxima de 100 km. de un punto 

logístico autorizado Fsas. 
Para proyectos con servicios 7x24 en Galicia, Asturias, Palencia, León, Zamora, Cáceres e Islas menores, por 
favor, póngase en contacto con Fsas Technologies España. 
Para proyectos en Ceuta, Melilla y Andorra, póngase en contacto con Fsas Technologies España. 

Sweden 
Service 
Desk 

contact 

All Service Contracts and Support Packs are available within a maximum of 50 km from an authorized Fsas 
Technologies service point. Travel time and costs will be charged for distances exceeding 50 km. For locations on 
islands or inaccessible locations, added travel charges may occur. 

GTC (English language) 
Supplement (English 

language) 

Switzerland 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for installation locations which are within a maximum 
of 100 km from an authorized Fsas Technologies service point. 
Business hours last weekdays, excluding public holidays, from 08:00 to 17:00. 
Additionally: 
For non-contractual Support requests, following GTCs apply: GTC S&S (English language) 

GTC (English language) 
Supplement (English 

language) 

https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
https://support.ts.fujitsu.com/IndexContact.asp?lng=ES
https://support.ts.fujitsu.com/IndexContact.asp?lng=ES
https://support.ts.fujitsu.com/IndexContact.asp?lng=ES
http://docs.ts.fujitsu.com/dl.aspx?id=b8763071-fe09-4957-85bb-344bb85385c3
http://docs.ts.fujitsu.com/dl.aspx?id=fafdac17-7c82-4198-b1b2-813f5e7dbb13
http://docs.ts.fujitsu.com/dl.aspx?id=fafdac17-7c82-4198-b1b2-813f5e7dbb13
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=d36ddc0a-566a-4ad4-ab1f-d0459534b950
http://docs.ts.fujitsu.com/dl.aspx?id=a7606631-ba34-430f-9ae5-c63e51a43a31
http://docs.ts.fujitsu.com/dl.aspx?id=a7606631-ba34-430f-9ae5-c63e51a43a31
https://support.ts.fujitsu.com/IndexContact.asp?lng=ch/de
https://support.ts.fujitsu.com/IndexContact.asp?lng=ch/de
https://support.ts.fujitsu.com/IndexContact.asp?lng=ch/de
https://sp.ts.fujitsu.com/dmsp/Publications/public/Fujitsu-CH-GTB.pdf
http://docs.ts.fujitsu.com/dl.aspx?id=1fb2fd05-7b02-4609-873e-f598c203e052
http://docs.ts.fujitsu.com/dl.aspx?id=bffdbb67-e179-4e6f-adc0-f4b89259acae
http://docs.ts.fujitsu.com/dl.aspx?id=bffdbb67-e179-4e6f-adc0-f4b89259acae
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Country 
Service 

Desk 
contact 

Geographical restrictions 
ORT=Onsite response time 

RT=Recovery time 

General Terms & 
Conditions for HW/SW 
Support Services (GTC) 
Supplemental terms 

Support Pack 
(Supplement) 

Switzerland 

Die SLAs Antrittszeit 4 Std. und Wiederherstellzeit 4/8 Std. sind für Installationen verfügbar, die max. 100 km von 
einem Fsas-Standort entfernt sind. 
Geschäftszeiten reichen wochentags, ausgenommen gesetzliche Feiertage, von 08:00 bis 17:00. 
Zusätzlich: 
Für vertragslose Supportanfragen gelten folgende GTCs: GTC L&L (German language) 

GTC (German language) 
Supplement (German 

language) 

Tunisia 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for installation locations which are within a maximum 
of 100 km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an 
additional agreement. 
SLs 'RT 4/8 hrs.’ are available for maintenance contracts only. 

GTC (English language) 
Supplement (English 

language) 

Turkey 
Service 
Desk 

contact 

The service levels 'ORT 4 hrs.’ and 'RT 4/8 hrs.’ are available for installation locations which are within a maximum 
of 100 km from an authorized Fsas Technologies service point. Support Pack 'ORT 4 hrs.’ may require an 
additional agreement. 
SLs 'RT 4/8 hrs.’ are available for maintenance contracts only. 

GTC (English language) 
Supplement (English 

language) 

United Kingdom 
Service 
Desk 

contact 

The service level 'ORT 4/NBD hrs.’ is available for installation locations on the UK MAINLAND only. The associated 
Islands off the mainland, can be serviced, however due to 'spares locations to support a higher SLA', there may be 
additional charges. Please contact local service desk or UK sales contact for any queries. 
The service levels 'RT 4/8/NBD hrs.’ are available for Support Packs for installation locations on the UK MAINLAND 
only. The associated Islands off the mainland, can be serviced, however due to 'spares locations to support a 
higher SLA', there may be additional charges. Please contact local service desk or UK sales contact for any 
queries. 

GTC (English language) 
Supplement (English 

language) 

 

B. Local Terms for NetApp product Support Services 
The following information supplements for the respective country the service terms specified in the following data sheets: 

• Support Pack Hardware for NetApp Products 

https://sp.ts.fujitsu.com/dmsp/Publications/public/Fujitsu-CH-AGB.pdf
https://sp.ts.fujitsu.com/dmsp/Publications/public/Fujitsu-CH-AGB.pdf
http://docs.ts.fujitsu.com/dl.aspx?id=41fdf52f-12a2-4dd5-a679-71767d48741f
http://docs.ts.fujitsu.com/dl.aspx?id=80af517d-d78b-4b24-87ab-406b81bd8461
http://docs.ts.fujitsu.com/dl.aspx?id=80af517d-d78b-4b24-87ab-406b81bd8461
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
https://support.ts.fujitsu.com/IndexContact.asp?lng=EU
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
https://support.ts.fujitsu.com/IndexContact.asp?lng=en
https://support.ts.fujitsu.com/IndexContact.asp?lng=en
https://support.ts.fujitsu.com/IndexContact.asp?lng=en
http://docs.ts.fujitsu.com/dl.aspx?id=3a0d2f5d-d19d-45d1-a741-304a75bfcdaf
http://docs.ts.fujitsu.com/dl.aspx?id=e889c257-7916-4ab6-b471-2670563a5f2c
http://docs.ts.fujitsu.com/dl.aspx?id=e889c257-7916-4ab6-b471-2670563a5f2c
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Country Service Desk contact 
Geographical restrictions 
ORT=Onsite response time 

RT=Recovery time 

General Terms & Conditions for HW/SW Support Services (GTC) 

Supplemental terms Support Pack (Supplement) 

Germany Service Desk contact 

There are no geographical restrictions. GTC (English language) 
Supplement (English language) 

Keine geographische Einschränkung. GTC (German language) 
Supplement (German language) 

C. Countries supporting Support Pack transfers (MOVE) 
In the following countries, Fsas Technologies is able to facilitate the service entitlement of Support Packs with the scope EMEA which were purchased in one country and transferred 
into a different country (MOVE) (with local activation as precondition). 
These Support Packs are only available with the maximum service level 9x5 NBD onsite response time with Spares. 
All other Support Packs provide Support only in-country of purchase, activation and service entitlement. 
Service delivery was confirmed by the following countries:
AUSTRIA 
BELGIUM 
IRELAND 
ESTONIA 
FINLAND 
FRANCE 

GERMANY 
ITALY 
LATVIA 
LITHUANIA 
LUXEMBOURG 
NETHERLANDS 

POLAND 
PORTUGAL 
SPAIN 
SWEDEN  
SWITZERLAND  
UNITED KINGDOM 

 
 

D. Country specific turnaround times 
Fsas Technologies commits for the listed Service Types the following incident specific Turn-around-times: 

Country Bring-In and Send-In & Return Collect & Return Door2Door and Desk2Desk 

Germany 2nd Business Day 5th Business Day 2nd Business Day 

 

https://support.ts.fujitsu.com/IndexContact.asp?lng=COM
http://docs.ts.fujitsu.com/dl.aspx?id=525f0e89-4caf-47bb-9532-f8990ac9b037
http://docs.ts.fujitsu.com/dl.aspx?id=d1d0b1d2-6f7e-4ebc-8457-699870e371e1
http://docs.ts.fujitsu.com/dl.aspx?id=5f94e39a-6b9d-4bc7-9db7-af536edbbfd4
http://docs.ts.fujitsu.com/dl.aspx?id=5686f411-b2b0-4250-ab5f-ea3d04126e7c

	B. Local Terms for NetApp product Support Services

