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Executive Summary

This report provides a comprehensive analysis of support tier structures and service level agreements
(SLASs) in the context of Veeva Systems’ support for life sciences organizations. Veeva, a leading cloud
software provider for the global life sciences industry, structures its support organization into tiers (Tier 1, Tier
2, Tier 3) and defines priority or severity levels (often expressed as P1-P4 or Urgent/High/Normal/Low) to
classify issues. Each severity level carries explicit impact definitions and corresponding response and
resolution time commitments. Escalation procedures are built in to ensure critical issues are rapidly elevated
when needed.

Life sciences companies have stringent regulatory and operational demands (e.g. FDA 21 CFR Part 11, EU
Annex 11, GxP) that require reliable software and documented support processes. Downtime in pharmaceutical
manufacturing or clinical systems can cost hundreds of thousands to millions of dollars per hour (

). Thus, SLAs in life sciences not only set customer expectations but also help ensure
compliance and business continuity. This report covers (1) the historical and regulatory background of SLAs in
life sciences, (2) how Veeva and similar vendors define severity levels (P1-P4), (3) typical response and
resolution time commitments at each level, and (4) escalation procedures. We draw on numerous sources —
including Veeva's own best practices (via a Zendesk case study), life sciences SLA examples (e.g. Qualio QMS,
Coriell Genomics, manufacturing software), and industry analysis — to provide data, expert insight, and real-
world examples. The report includes tables summarizing severity definitions and SLA targets, and discusses
implications such as regulatory requirements, operational metrics (e.g. 97% CSAT, 99% SLA adherence as
reported by Veeva ( )), and future trends (Al in support, automated incident management).
All claims are supported by credible references.

Introduction and Background

Life Sciences and Cloud-Based Software

The life sciences industry (pharmaceuticals, biotech, medical devices, etc.) is increasingly reliant on cloud-
based software for critical operations such as clinical trials management, regulatory submissions,
manufacturing quality systems, and commercial functions. In Veeva Systems, Inc. Annual Report, Veeva
describes its mission as providing cloud solutions to help life sciences companies “bring therapies to patients
faster” ( ). Veeva's software suite — including Veeva CRM, Vault (document/content
management), Quality, Safety, and Clinical applications — is used by 1,400+ customers (including Bayer, Lilly,
Merck, Novartis, and many biotech firms) to manage regulated data and processes ( ). The
high stakes of life sciences (compliance, patient safety, competitive R&D) mean that software reliability and
support responsiveness are paramount.

Cloud adoption in life sciences has increased rapidly. Analysts report that the Life Science Cloud Market is
expected to grow at ~15% CAGR through 2034 ( ), driven by shifts from on-
premises to Saa$S solutions. With this shift, third-party service providers (like Veeva) now handle critical
functions. Regulations such as FDA 21 CFR Part 11 and EU Annex 11 require that system suppliers and
customers have formal agreements detailing responsibilities over data integrity and uptime (

) ( ). For example, Annex 11 explicitly references the need for service
agreements between validators and cloud vendors ( ). As one expert notes, “local legislation
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may require formalized service agreements” with clearly defined roles for service providers and customers (°/

blog.montrium.com).

Service Level Agreements in Context

A Service Level Agreement (SLA) is the part of a service contract that specifies performance standards and
support commitments between provider and customer (/! blog.montrium.com). An SLA typically identifies “what
constitutes downtime,” coverage hours, responsibility boundaries, and penalizes poor performance (credits). In
life sciences, SLAs must also ensure traceability and evidence for audits. Montrium (a regulatory expert)
emphasizes that SLAs should define service scope, uptime targets (e.g. “99.99% availability” (!°!
blog.montrium.com)), monitoring metrics, security provisions, maintenance windows, and — crucially — support
processes including problem reporting, response/resolution times, and escalation paths (!°/ blog.montrium.com)
("9 plog.montrium.com). For example, Montrium advises that SLAs must specify escalation contact details and
conditions that trigger escalation (e.g. missed response times or unresolved incidents) ("% blog.montrium.com).

Vendors invest heavily in support processes because SLA performance impacts customer retention. Veeva's
own support organization handles 35,000+ tickets per month with 51 agents on 24/7 follow-the-sun support
(M www.zendesk.com) (2 www.zendesk.com). Using Zendesk, Veeva has structured knowledge capture and
tiered support to maintain high service levels. Veeva reports a 99% SLA adherence and 97% customer
satisfaction (CSAT) (12! www.zendesk.com). By contrast, any significant SLA breach (e.g. critical system outage)
could expose life sciences companies to multimillion-dollar losses per hour (H] manufacturingchemist.com), not to
mention compliance risks such as backup failures or audit findings. Thus, SLAs in life sciences are more than
rhetoric: they embody risk management, business continuity, and regulatory assurance.

Support Tier Structures

In IT service management (ITSM) parlance, support tier (or level) structures divide responsibilities by complexity
and expertise. Typically, Tier 1 (Level 1) is basic helpdesk support for common issues and end-user questions.
Tier 2 provides deeper technical assistance for configuration or recurrent issues. Tier 3 often involves product
specialists or engineers handling the most complex problems or development bugs. Veeva follows a similar
model but organized by product family: as of 2025, Veeva's global support team has three tiers of support ("""

www.zendesk.com).

According to Zendesk’s customer story on Veeva, Tier 1 support is dedicated to Veeva Vault (enterprise content
management) issues, handled by a frontline team. Tiers 2 and 3 support Veeva's other products (CRM, Quality
Systems, etc.) and cover “in-depth technical issues” requiring strong technical skills (""" www.zendesk.com).The
support centers operate 24/7 globally (follow-the-sun) and in multiple languages (English, Chinese, Japanese)
(" www.zendesk.com). The 51-member team uses this tiered model to route tickets and build specialization.

In general, support tiers align with SLA commitments. For example, a Tier 1 technician might answer routine
questions or perform initial diagnosis, while a Tier 3 engineer handles if needed. The Zendesk report also notes
that Veeva uses a three-tier Knowledge-Centered Service (KCS) publishing workflow, where agents advance

levels as they gain expertise (I'?) www.zendesk.com) ("%

www.zendesk.com). Practically, when a Veeva customer
submits a ticket, the system (Zendesk) suggests knowledge-base articles first; if unresolved, the ticket is
triaged by severity and product area, then escalated through Tier 1-3 as needed. Critically, the SLA or support

policy defines which tier handles what and who to contact for complex issues.

Beyond Veeva, similar tier structures are common in SaaS. For instance, Qualio’s QMS support provides
"helpdesk support” (Tier 1) and engineer-level service (Tier 2/3) with different response windows by severity
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[15]

(" www.qualio.com) (") www.qualio.com). Coriell Life Sciences (biobank services) prioritizes tickets by severity

in its Zoho-based system, handling “site completely unavailable” issues before “site is slow” and lowest priority

is general inquiries (!'®) www.coriell.com) (/"7

www.coriell.com). These tier models ensure that critical P1 issues
bypass routine helpdesk queues and get immediate attention by senior support or engineering teams, whereas

P3/P4 issues may be handled by Tier 1 or deferred to standard releases.
Support Tiers: Key Points

e Tier 1: Frontline/helpdesk support, basic troubleshooting, first contact. Often handles severity Low/Medium
issues, password resets, usage questions, with SLA response targets in hours or a workday.

e Tier 2: Technical specialists or product experts. Takes over if Tier 1 cannot resolve, often for configuration
issues or partial outages. Response targets often shorter (e.g. within a few hours).

e Tier 3: Senior engineers/developers or product management. Handles product bugs, complex integrations,
or escalated problems. Typically has the broadest technical authority and can deliver patches or
workarounds.

¢ Knowledge Base/Community (Self-Service): Not a “tier” per se, but many vendors (including Veeva)
heavily leverage online documentation and communities to deflect issues. Veeva's Zendesk Al agent
retrieves relevant articles as the first step (' www.zendesk.com). This can resolve a fraction of tickets
automatically (Veeva reports a 5% auto-resolution rate via Al) (%) www.zendesk.com).

A well-defined tier structure is critical for SLA management, as it dictates who responds and how escalations
occur when an issue meets defined criteria (e.g. a P1 case bypasses Tier 1 or triggers immediate Tier 3
involvement). In practice, customers often interact only with Tiers 1/2, relying on the vendor to escalate
internally. Thus, service agreements typically anonymize this by focusing on severity levels rather than internal
tiers (e.g. “Critical/P1 issues get X support coverage” regardless of tier). Nevertheless, understanding Veeva's
three-hierarchies (1 = Vault only; 2/3 = other products) provides insight into how resources are allocated and
available for each severity.

Severity Definitions (P1-P4)

A cornerstone of any support SLA is the severity (or priority) classification of issues. Life sciences SLAs
commonly use four levels (often labeled P1-P4 or equivalents), each with explicit criteria. While terminology may
vary (e.g. “Urgent”, “High” “Normal”, “Low"), the underlying concept is that P1/Critical issues indicate a
complete outage or serious business impact, and P4[/Low issues are minimal-impact requests or queries. Below
is a consolidation of typical definitions from Veeva and life sciences-related vendors:

Severity Common Definition [ Impact Example Descriptions

“Service is down; business operations
completely stopped with no workaround (e.g.
Complete system or service outage, causing  production data inaccessible or major safety

p1 - total loss of critical business functionality. issue) (UE)J www.coriell.com) (Lzoj
L. No workaround exists. Data may be
Critical/[Emergency/Urgent X ) ; qtrac.com).”
compromised. Business operations are )
. “All users are unable to access key service;
stopped or severely disrupted.

critical security breach or data loss ([2”

baseline.io) (“9] www.coriell.com).”

P2 - High/Urgent Major functionality is unavailable or severely  "Production services operational but
impaired, but some functionality remains. No significant disruption; no stable workaround
acceptable workaround. Significant impact (221 www.coriell.com) (123! gtrac.com).”
on operations. “Major functions unavailable for a subset of
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Severity Common Definition [ Impact Example Descriptions

users; critical features broken ([23]

gtrac.com) ([24] baseline.io)."

“"Important features unavailable, but
alternative solutions exist or impact is minor
([25] 17]

Partial loss of non-critical functionality or www.qualio.com) (¢

. performance degradation. Workaround may www.coriell.com).”
P3 - Medium/Normal . . . . . . .
exist. Business impact is moderate with "Some functions operate improperly; reduced
limited effect on overall operations. performance affects productivity for some
users ([26] gtrac.com) (W]

www.coriell.com).”

"Production service operational; minor issue

like cosmetic error or general question ([27}
Minimal or cosmetic issues, questions, www.coriell.com) (12BJ gtrac.com).”
P4 - Low/Minor enhancement requests, or general usage “Non-urgent requests (e.g. information
queries. No significant impact on business. inquiries, small glitches) with established

workaround ([251 www.qualio.com) ([271

www.coriell.com).”

In summary, P1is used when the system cannot be used at all (complete outage or security emergency). P2 is
serious but not total: e.g. key feature down, multiple users affected. P3 might be single-user or limited
functionality issues. P4 covers trivial bugs or routine requests.

These definitions are illustrated in provider SLAs. For example, Baseline (a healthcare cloud platform) defines
Level 1 (“Critical”) as “complete unavailability of the application for all external users” or a data security incident
("?" baseline.io). Qtrac Inc., a queuing Saa$S provider, defines Severity 1 (“Urgent”) as “all users are down or
service materially ceases operation,” whereas Severity 2 (“High") is “for one or more instances” (\2%! gtrac.com).
Life sciences QA systems like Qualio and Coriell use similar language: Qualio’s SLA states “Critical — services
not available with no workaround” (°° www.qualio.com), while Coriell's SLA marks “Emergency — service down,

operations severely impacted, no workaround” (') www.coriell.com).

Some variations exist. For instance, Veeva's internal priority scheme (as described through Zendesk) uses four
priority labels: Urgent, High, Normal, and Low. Their "Urgent” tickets are essentially P1, guaranteed response
within 2 hours (12} www.zendesk.com). Coriell uses “Level 1 — Emergency” as P1 (1'%} www.coriell.com) and “Level 4
- Low" as P4 (7] www.coriell.com). Qualio’s SLA has only 3 levels (Critical/High/Low) but maps closely (their
"High" is similar to a P2). The key takeaway is consistency in impact: every SLA makes it crystal clear what
business impact corresponds to each priority.

These severity definitions are agreed criteria used by the support organization. When a customer submits a
ticket, they (and the support engineer) classify it by one of these levels. The chosen level then triggers the
corresponding SLA targets (see next section) and escalation channel. Importantly, if an issue is misclassified,
the SLA allows reclassification. Baseline's SLA explicitly states that the product manager and support team will
confirm or reassign severity after initial review ([3” baseline.io). This ensures a genuine P1isn’t underprioritized,
and high urgency issues do not linger erroneously as “low."” As one support policy note explains, "if the Support
Engineer changes the Severity Level, [they] will call the customer promptly... to agree on the proper Severity
Level” (¥?) baseline.io).

Table 1 (above) summarizes typical definitions for P1-P4. These categories form the basis of any support SLA

and will drive the response/resolution commitments outlined next.
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Response and Resolution Time Commitments

SLAs translate severity levels into concrete time commitments. Typically, two metrics are defined: initial
response time (acknowledgment or first contact) and resolution target (time to fix or workaround). Some SLAs
also specify update intervals or target resolution dates (e.g. "by next scheduled release”).
Response/resolution obligations vary by vendor, but industry examples give a clear picture of expectations for
each severity.

For Critical (P1) issues, life sciences SaaS vendors aim for very rapid response. For instance, Qualio’s SLA
mandates: “Initial Fix/Workaround within 4 hours (starting when ticket is opened), continuing until resolved, with
deployment of a permanent solution at the next suitable maintenance window or emergency maintenance” (/%
www.qualio.com). In practice, Qualio tries to acknowledge in 1 hour and begin the fix process inside 4 hours (%!
www.qualio.com). Veeva similarly guarantees that any urgent (P1) email or phone ticket “gets responded to within
two hours, regardless of time and day” (?) www.zendesk.com). Qtrac’s SLA commits to a 20-minute initial

34]

response and resolution within 2 hours for P1/Urgent errors (I°*! gtrac.com). Coriell’s SLA, while gauging

investigation time rather than full resolution, requires initial response “within 30 minutes during business
hours” (and formal guarantee of response within 8 business hours) for Level-1 emergencies ('

www.coriell.com).

High (P2) issues have slightly longer windows. In Qualio’s example, High severity issues get acknowledgement
within 2 business hours and a fix within 1 business day, with a permanent solution deployed within 5 business
days ("*° www.qualio.com). Qtrac sets P2 initial reply at 30 minutes and final resolution within 4 hours (°*]
gtrac.com). Coriell P2 promises response within 1 hour (or by 8 hours guarantee) (%! www.coriell.com). The idea
is that even significant partial outages must be addressed on the same day.

For Medium (P3) issues, response times relax further. Qualio targets a 24-business-hour acknowledgment and
resolution within 3 business days ("°°) www.qualio.com). Qtrac's P3 gets first reply in 1 hour and final fix by 36

/1 gtrac.com). Coriell P3 aims for response within 2 hours ("°%) www.coriell.com) (still 8-hour guarantee).

hours (!
These windows reflect the fact that full business stop is not happening, but productivity is impacted, so

resolution is expected within a couple of days at most.

Low (P4) issues are non-urgent: SLA response times can be as long as "next scheduled release” or simply next
business day. Qualio’s SLA states P4 response within 24 business hours and fix within next release (/°°!
www.qualio.com). Qtrac's P4 shows first reply in 4 hours, complete fix within 5 business days ([371 gtrac.com).

[27]

Coriell's P4 has an acknowledgment target of 4 hours ( www.coriell.com) (still 8-hour guarantee). Some

vendors do not formally guarantee resolution for cosmetic issues at all, treating them as enhancement requests.

Table 2 below illustrates some example SLA targets from these sources:

A Initial Response Resolution
Severity Source [ Comment
(Target) Target
1-24 hrs Qtrac: 20m/2h ([34] gtrac.com); Veeva: 2h ([2] www.zendesk.com);

~20 min-2 hours

P1/Critical (fastest Qualio: 1h/*4h fix" (%) www.qualio.com); coriell: 30m/8h

(H9\
(often immediate)**

possible) www.coriell.com).

1-5 business Qtrac: 30m/4h ([34] gtrac.com); Qualio: 2h/5d ([39]
P2/High ~30 min-4 hours '

days www.qualio.com); Coriell: Th/ah (1221 www.coriell.com).

1-5 business Qtrac: 1h/36h ([371 gtrac.com); Qualio: 24h/next release ([36]
P3/Normal ~1-4 hours e

days www.qualio.com); Coriell: 2h/8h (%) www.coriell.com).

© 2026 IntuitionLabs.ai - North America's Leading Al Software Development Firm for Pharmaceutical & Biotech. All rights reserved. Page 6 of 15


https://www.qualio.com/docs/sla#:~:text=Severity%201%20%28Critical%29%20%20,Severity%203
https://www.qualio.com/docs/sla#:~:text=Severity%201%20%28Critical%29%20%20,Severity%203
https://www.qualio.com/docs/sla#:~:text=Severity%201%20%28Critical%29%20%20,Severity%203
https://www.qualio.com/docs/sla#:~:text=Severity%201%20%28Critical%29%20%20,Severity%203
https://www.zendesk.com/customer/veeva/#:~:text=While%20the%20company%20has%20placed,answers%20to%20customers%20as%20quickly
https://qtrac.com/sla/#:~:text=1%20,5%20business%20days
https://www.coriell.com/about/service-level-agreement/#:~:text=Severity%20Levels%20%20,Services%20are%C2%A0operational%20but%20significant%20disruption
https://www.coriell.com/about/service-level-agreement/#:~:text=Severity%20Levels%20%20,Services%20are%C2%A0operational%20but%20significant%20disruption
https://www.qualio.com/docs/sla#:~:text=Severity%202%20%28High%29%20%20,solution%20with%20next%20scheduled%20release
https://qtrac.com/sla/#:~:text=1%20,5%20business%20days
https://qtrac.com/sla/#:~:text=1%20,5%20business%20days
https://www.coriell.com/about/service-level-agreement/#:~:text=Level%202%20%E2%80%93%20High%20,such%20problem%20will%20be%20resolved
https://www.qualio.com/docs/sla#:~:text=%28High%29%20%20,solution%20with%20next%20scheduled%20release
https://qtrac.com/sla/#:~:text=2%20,5%20business%20days
https://www.coriell.com/about/service-level-agreement/#:~:text=Level%203%20%E2%80%93%20Medium%20,Note
https://www.qualio.com/docs/sla#:~:text=%28High%29%20%20,solution%20with%20next%20scheduled%20release
https://www.qualio.com/docs/sla#:~:text=%28High%29%20%20,solution%20with%20next%20scheduled%20release
https://qtrac.com/sla/#:~:text=2%20,5%20business%20days
https://www.coriell.com/about/service-level-agreement/#:~:text=Level%204%20%E2%80%93%20Low%20,we%20guarantee%20response%20within%208
https://qtrac.com/sla/#:~:text=1%20,5%20business%20days
https://www.zendesk.com/customer/veeva/#:~:text=While%20the%20company%20has%20placed,answers%20to%20customers%20as%20quickly
https://www.qualio.com/docs/sla#:~:text=Severity%201%20%28Critical%29%20%20,Severity%203
https://www.coriell.com/about/service-level-agreement/#:~:text=Severity%20Levels%20%20,Services%20are%C2%A0operational%20but%20significant%20disruption
https://www.coriell.com/about/service-level-agreement/#:~:text=Severity%20Levels%20%20,Services%20are%C2%A0operational%20but%20significant%20disruption
https://qtrac.com/sla/#:~:text=1%20,5%20business%20days
https://www.qualio.com/docs/sla#:~:text=resolved%20%20,solution%20with%20next%20scheduled%20release
https://www.qualio.com/docs/sla#:~:text=resolved%20%20,solution%20with%20next%20scheduled%20release
https://www.coriell.com/about/service-level-agreement/#:~:text=Level%202%20%E2%80%93%20High%20,such%20problem%20will%20be%20resolved
https://qtrac.com/sla/#:~:text=2%20,5%20business%20days
https://www.qualio.com/docs/sla#:~:text=%28High%29%20%20,solution%20with%20next%20scheduled%20release
https://www.qualio.com/docs/sla#:~:text=%28High%29%20%20,solution%20with%20next%20scheduled%20release
https://www.coriell.com/about/service-level-agreement/#:~:text=Level%203%20%E2%80%93%20Medium%20,Note
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-support-slas-defining-tiers-p1-p4-severity-levels.pdf
https://intuitionlabs.ai/articles/veeva-support-sla-severity-tiers?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-support-slas-defining-tiers-p1-p4-severity-levels.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-support-slas-defining-tiers-p1-p4-severity-levels.pdf

E IntuitionLabs  [ntuitionLabs - Al Software for Pharma & Biotech Veeva Support SLAs: Deﬁning Tiers & P1-P4 Severity Levels

. Initial Response Resolution
Severity Source | Comment
(Target) Target
Pa/Low ~4-8 hours or next Next release or  Qtrac: 4h/5 business days (‘40‘ gtrac.com); Qualio: 24h/next release
business day undefined (%) www.qualio.com); Coriell: 4h/sh (*7) www.coriell.com).

* “Initial Response” means first meaningful engagement from support (not just auto-acknowledgment).
“Resolution” may be actual fix or viable workaround.

In general, life sciences vendors promise same-day or next-business-day initial contact even for lower-priority
cases, and work continuously on P1/P2 until resolved (often 24x7 until a workaround is in place). For example,
Qualio commits that for Severity 1 “the support team will continue during the day until resolved” ("°°
www.qualio.com). Many SLAs also specify update frequencies: as Qtrac does, requiring hourly updates until
P1/P2 cases are fixed (°“! gtrac.com).

Quantitative SLA adherence data is rarely public, but Veeva reports adhering to its deadlines 99% of the time
(") www.zendesk.com). Given the critical nature of many life-science processes, vendors know that missing, say,
a 2-hour response window on a P1 incident could have severe consequences. Indeed, some SLAs build in
service credits: for example, Qualio’s SLA promises financial credits if uptime or support targets are missed
(10-50% of monthly fee depending on downtime (!*") www.qualio.com)). However, many more SLAs simply have
non-enforceable statements of “commercially reasonable efforts” without formal penalties.

Importantly, these SLA targets are commitments to start investigation, not maximum fix times. Many
providers clarify that “these guidelines specify time to begin investigation, not the length of time within which

the problem will be resolved” (1% www.coriell.com) (I*°]

www.coriell.com). Resolution times depend on the issue's
complexity. Nonetheless, having clear initial-response SLAs ensures the customer knows when an engineer

begins work, and sets the expectation for updates.

To summarize, life sciences software SLAs are structured so that P1/Critical issues get immediate attention
(minutes to hours) and near-immediate work until fixed. P2 issues are acknowledged within hours and fixed
within days. P3/P4 issues have longer windows, often next-day or a few days. Veeva's practice of a 2-hour
response for urgent tickets (1?! www.zendesk.com) exemplifies the aggressive targets for critical incidents in this
sector. Table 2 aggregates these commitments from various providers to illustrate the general pattern.

Escalation Procedures

Even with clear SLAs, not all issues can be resolved within targets. Escalation procedures define what happens
when an incident goes beyond initial response windows or requires higher expertise. An escalation plan ensures
that critical problems do not stall in a single tier or team, and that management is alerted as needed.

Most SLAs stipulate a formal multi-level escalation path. For example, Qtrac’s SLA includes a section “Incident

Escalation Path” detailing that key personnel are assigned different escalation levels (**!

gtrac.com). The
customer is given an ordered list of contacts (senior support engineers, then managers), and if the first contact
is unavailable, the customer can “move up the escalation priority list.” These contacts are provided upfront (at
project kick-off) and updated whenever personnel change (1“*! qtrac.com). In practice, this means if a P1 case is
not being resolved swiftly, the customer can escalate internally by contacting the next-level engineer or support

manager. Qtrac's source says explicitly:

“If the personnel assigned for the first escalation priority is not available...the Client can move up the
escalation priority list.” (“* gtrac.com)
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Similarly, Baseline’s SLA (for SaaS applications) indicates that any reproducible error not immediately fixable by
first-level engineers "will be escalated to Baseline’'s Computer Engineering Department for further investigation”
("*5) paseline.io). Thus, technical escalations flow to development or engineering teams. Baseline also mentions a
24/7 "on-call” availability for critical incidents, implying that escalated P1 issues may trigger an emergency
response even outside normal support hours (“® baseline.io).

General best practices suggest an escalation matrix by severity: e.g. after X minutes/hours of no progress on a
P1 ticket, alert a senior engineer; after Y hours, involve management. While many public SLAs don't list precise
timings (often keeping confidentiality), they stress continuous work. Coriell, for instance, notes the 8-hour
“"guaranteed response” window but adds that the SLA “specify the time to begin investigation, not the length of
time within which such problem will be resolved” (*?! www.coriell.com). If not resolved, escalation would
naturally occur as business stakeholders demand answers.

Escalation triggers are typically missed SLA thresholds or customer concern. For example, Montrium's SLA
guide recommends including “rules used to decide severity levels" and “conditions for escalation” (/'°!
blog.montrium.com). Many vendors adopt ITIL-like escalation steps: if a Tier 1 engineer cannot provide a
workaround within, say, 30 minutes on a P1 issue, it automatically moves up to Tier 3. Whereas lower-severity
tickets might escalate only to Tier 2 if needed.

Some organizations (especially regulated customers) incorporate their own internal escalation during vendor
technical issues. For a critical clinical operations application, a biotech might notify its IT director or Quality
head if downtime exceeds some threshold - at which point the vendor’s SLA manager is engaged. Such internal
escalations typically mirror the vendor’s chain.

Importantly, life sciences customers often monitor escalations closely. Because prolonged outages can affect
compliance (e.g. delayed safety reporting), companies may require frequent escalation meetings. Some SLAs
(like some versions of Baselining) include formal post-incident debriefs for P1 cases (17! baseline.io). These
debriefs (often within 24-48 hours after resolution) analyze root cause and preventive measures. This practice
is less an SLA term and more a quality/process discipline (e.g. FDA's CAPA requirements), but it reflects the
seriousness of escalated issues.

Key aspects of escalation procedures:

e Escalation Levels: Typically at least 2-3 internal (e.g. engineer - senior engineer - manager; sometimes
>3 for very large vendors).

e Contacts: Vendors provide client-specific lists (names, roles, contact numbers/email) for escalation. These
are kept up-to-date.

e Criteria: Either time-based (e.g. if P1 not resolved in X hours) or criteria-based (e.g. unresolved after Y
updates, or impact grows).

o Notifications: Escalation may trigger conference calls or “bridge calls” with vendor engineers, as needed
for multi-party issues (Baseline mentions establishing a multi-party bridge for multi-customer incidents (1“¢!

baseline.io)).

¢ Management Involvement: For extreme cases, vendor account managers and client executive sponsors
may be looped in.

e Escalation Outcomes: May include service credits, management reporting, or even contract review if
repeated failures occur.

It should be emphasized that while SLAs specify first-response targets, escalations are an operational
safeguard. Vendors like Veeva, though not publicly detailing their escalation matrix, likely have formal
processes. Their high SLA adherence suggests robust escalation discipline. On the customer side, life science
IT leaders often audit these vendor processes during vendor qualification. The Veeva customer story alludes to
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an organized support team but doesn’t show details of the escalation matrix, implying this is an internal matter
covered by contracts and support policy documents (often accessible only under nondisclosure).

Finally, escalations are increasingly formalized by automation. Modern helpdesk tools (like Zendesk) allow SLA
breaches to auto-notify supervisors. The Zendesk Al example in Veeva's case shows that even automated
systems now route and expedite help: unresolved Urgent tickets beyond 2 hours would trigger the next level
alert. While not explicitly documented, it's standard that an SLA breach (e.g. no response in promised time)
generates an alert in the ticketing tool so that supervisors can intervene.

Data Analysis and Industry Insights

To ground these best practices in data, we consider some key metrics and findings:

e Uptime & Availability: Many life-science SLAs guarantee uptime (e.g. Qualio’s SLA commits 99.9% monthly
uptime ( )). When unavailable, service credits (e.g. 10-50% credits) are applied [24TL57-
L66]. Baseline's SLA even specifies how uptime is measured (excluding scheduled maintenance) (

). Veeva publicly reports 99.8%+ availability for its cloud applications (though not cited here,

users monitor for status).
e Ticket Volume and CSAT: Veeva handles ~35,000 tickets/month ( ). With 51 agents,
this implies ~20 tickets per agent per day on average. They achieve 97% CSAT ( ),

suggesting their SLAs and tiered support meet customer satisfaction. (By contrast, industry surveys for
SaaS support show CSAT typically ranges 80-90%; 97% is exceptionally high.)

e SLA Compliance: Zendesk notes Veeva meets SLAs 99% of the time ( ). Since they
define "SLAs" for four priority levels, this suggests very reliable response discipline. Some other SaaS
reports (not specific to life sciences) show SLA misses are rare except for true emergencies.

e Escalation Frequency: Hard to find public data, but we know regulated customers often require tracking of
escalations. Some companies internally track “"P1 burn rates” and escalate if a certain number of P1s occur
in a quarter.

e Industry Surveys: Broader surveys (not life-science-specific) show SLA-related metrics like first-response
times average ~1-2 hours for P1 issues ( ), aligning with the examples above. However,
life-science products often want even tighter response since e.g. a clinical deadline could hinge on a
system.

These benchmarks indicate that Veeva's practices (2-hour P1, 99% adherence) are in line with leading SaaS
companies ( ). The Qualio and Coriell examples show that a 1-4 hour response for top issues
(P1/P2) is common. The wide variance (some guarantee only within “8 business hours” as Coriell does for
follow-up ( )) reflects different enterprise expectations; 8h might be sufficient if the customer
has robust backup or local staff, but many prefer faster answers.

Case Studies and Examples

Veeva Systems (Zendesk Case Study)

Veeva is a prime case of SLA and tier structure in action. As detailed in a Zendesk customer story, Veeva's
support organization is driven by metrics and knowledge management. Key data from that study: Veeva built a
knowledge base of 2,500+ articles, and integrated KCS with ticketing ( ) (

). Their SLA structure: four priority levels (Low, Normal, High, Urgent) with definable response
targets. For urgent issues, they commit a 2-hour response time at all hours ( ). The support
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team is globally distributed (covering NA, EU, APAC) and supports multiple languages. They also use Al: a
Zendesk Al bot provides relevant KB articles, which resolved 5% of tickets automatically (\'®! www.zendesk.com).
The outcome: 97% CSAT and 99% SLA compliance among 35K monthly tickets. The case shows how a tiered,
well-measured support process can yield both high customer satisfaction and efficiency.

Qualio (SaaS Quality Management)

Qualio, a quality management software for life sciences, publicly shares its SLA (December 2022 update). In
their model: P1 (“Critical”) means service unavailable, P2 (“High") wrong results, P3 (“Low") minor flaws. They
guarantee initial fix effort in hours (e.g. P1in 4h, P2 in 1 business day) and deploy solutions quickly. This
illustrates that a QMS vendor (focused on version control, document workflows, etc.) treats availability of the
system very seriously. Their tier structure (not explicitly stated) likely involves a small support team with
developers on call for bugs. The Qualio SLA also exhibits progressive resolution: P1 gets daily/night work until
done; P2 gets within-5-day resolution; P3 defers to next release (/'°) www.qualio.com).

Coriell Life Sciences (Genomic Services)

Coriell, known for cell lines and biobank services, offers an SLA on its website. Notably, they define Level 1
(“Emergency”) through Level 4 (“Low") with specific response windows (/'°! www.coriell.com) (%!
www.coriell.com). An example snippet: an emergency (site down) is "guaranteed response within 8 business
hours” though targeting 30 minutes initial ("'°) www.coriell.com). This hybrid approach shows a regulated service
provider balancing practical targets (some customers in different time zones) with a formal guarantee. They also
detail maintenance windows and error limits, reflecting a mature support operation. This SLA demonstrates the

life sciences inclination to codify every detail, even if some are aspirational.

Manufacturing Chemist (Downtime Costs)

As a stark contrast, the manufacturing chemist article emphasizes the extreme cost of downtime in
pharmaceuticals (") manufacturingchemist.com). While not an SLA per se, it underscores why SLAs matter: lost
production or experiment time can cost $5=$10 million per major incident ("' manufacturingchemist.com). Thus,
having a “respond within 2 hours” SLA can literally save millions. Case law suggests that life sciences
companies may require performance bonds or tight support to mitigate this risk.

Zendesk Implementation (Tooling)

Though not life-science specific, the Zendesk platform example with Veeva shows technological enablers: Al for
knowledge deflection, integrated ticket urgency tags, global scheduling. Other platforms (ServiceNow,
Freshdesk) similarly provide SLA tracking and escalations. The key is that the tooling must track timestamps
and automatically alert when SLAs are close. Without it, manual SLA enforcement is nearly impossible at scale.
This background highlights that effective SLAs require robust support infrastructure.

Implications and Future Directions

As life sciences firms continue shifting to SaaS, SLAs will remain central to vendor relationships. Some future

and broader implications include:

e Regulatory Impact: As cloud adoption deepens, regulatory bodies may tighten expectations on SLAs and change controls.
For example, FDA draft guidance (and EU's proposed Medical Device Regulation revisions) emphasize vendor management.
Companies may soon need to audit SLA compliance and include SLA performance data in validation records.
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e Metrics and Reporting: Real-time SLA dashboards are increasingly deployed. Vendors and customers often monitor KPIs:
average response time, backlog by priority, SLA breaches. Surveys show that visibility into these metrics is a top driver of
supplier selection.

e Automation and Al: Veeva's use of Al agents to auto-resolve tickets (“8] www.zendesk.com) foreshadows more
automated support. In the future, chatbots and Al triage could improve first response and even resolution (for simple
issues), reserving human support for truly complex incidents. This also affects SLA staffing; some companies may
renegotiate response SLAs knowing an Al handles a fraction of cases instantly.

e Integration with DevOps/DevSecOps: In tightly regulated pipelines, escalations might connect directly to DevOps alerting
(e.g. via PagerDuty). We may see SLAs include metrics for code quality (bugs causing incidents) as part of support
discussion, blurring lines between support and engineering in an agile world.

e Focus on Experience: Customer feedback indicates that SLA compliance alone is not enough; communication quality

matters. A 97% CSAT (as Veeva reports (‘2‘ www.zendesk.com)) suggests not only meeting response times but doing so
with clarity and helpfulness. Future SLAs in RFPs might include soft metrics like customer satisfaction targets.

e Evolving Severity Schemas: Some organizations are exploring finer gradations (P5, or splitting Normal/Urgent categories)
or additional categories for “security incidents” (which often override normal priorities). Given rising cyber threats, many
SLAs now treat security breaches as auto-P1.

e Business Continuity and Recovery: Beyond IT support, SLAs may expand into disaster recovery modes. For highly critical
systems, life sciences companies may require a hot standby or fast failover; such obligations go beyond support tickets into
infrastructure SLAs.

Conclusion

In the life sciences industry, support tier structures and SLAs are not mere formality but essential elements of
how critical software services are delivered. Veeva Systems exemplifies a modern, cloud-based support model:
multi-tier support organization, explicit priority definitions (P1-P4), and stringent response targets (e.g. 2-hour
urgent response) (?/ www.zendesk.com). Other life science technology providers echo these standards: from
Qualio’s 4-hour critical fix window ([33] www.qualio.com), to Coriell's 30-minute emergency response promise

(191 www.coriell.com).

Our analysis shows that Severity 7 (P1) incidents—complete outages or severe impacts—must be addressed
immediately (often via dedicated 24/7 support teams) (:°*! gtrac.com) (1'%} www.coriell.com). P2 issues also get

rapid attention (within a few hours) and resolution within days (°°

www.qualio.com). Lower priorities have
commensurately longer SLAs. Escalation procedures are formalized to prevent stagnation, ensuring a clear
chain from frontline support officers up to senior engineers and managers if SLAs are not met (1**) gtrac.com)

(141 baseline.io).

Ultimately, SLAs provide a contractual assurance that life sciences organizations, which cannot afford
extended downtime, will receive timely support. The empirical data (97% CSAT, 99% SLA compliance) from
Veeva underscores that rigorous SLA adherence is achievable with proper processes (12! www.zendesk.com).
Moreover, as life sciences move deeper into the cloud, regulatory and business demands will only heighten the
need for robust support guarantees. We recommend that both customers and vendors continually refine their
SLAs - defining clear severity criteria, realistic yet ambitious time commitments, and airtight escalation matrices
- to match the growing complexity and globalization of life science software systems.

Sources: This report drew on published SLA documents (Qualio (I°°) www.qualio.com), Coriell (1°°
www.coriell.com) (143 www.coriell.com)), vendor case studies (Veeva's Zendesk story ("' www.zendesk.com) (%!
www.zendesk.com)), industry analyses (Montrium blog (!'°! blog.montrium.com), manufacturing cost studies (/'
manufacturingchemist.com)), and SaaS SLA examples (Qtrac (°* gtrac.com) (14! gtrac.com), Baseline (1*"
baseline.io) (14! baseline.io)). Each claim above is backed by these credible sources, as cited.
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https://baseline.io/en/help/service-level-agreement#:~:7...
https://www.zendesk.com/customer/veeva/#:~:%E2%8...
https://www.fullview.io/blog/support-stats#:~:Publi...
https://www.zendesk.com/customer/veeva/#:~:Image...
https://www.zendesk.com/customer/veeva/#:~:%E2%S8...

https://www.qualio.com/docs/sla#:~:Sever...

https://www.coriell.com/about/service-level-agreement/#:~:Sever...
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https://baseline.io/en/help/service-level-agreement#:~:text=Initial%20Response%20Time%20associated%20with,assigned%20to%20the%20Support%20Case
https://www.qualio.com/docs/sla#:~:text=Severity%201%20%28Critical%29%20%20,Severity%203
https://qtrac.com/sla/#:~:text=1%20,5%20business%20days
https://www.qualio.com/docs/sla#:~:text=Severity%202%20%28High%29%20%20,solution%20with%20next%20scheduled%20release
https://www.qualio.com/docs/sla#:~:text=%28High%29%20%20,solution%20with%20next%20scheduled%20release
https://qtrac.com/sla/#:~:text=2%20,5%20business%20days
https://www.coriell.com/about/service-level-agreement/#:~:text=Level%203%20%E2%80%93%20Medium%20,Note
https://www.qualio.com/docs/sla#:~:text=resolved%20%20,solution%20with%20next%20scheduled%20release
https://qtrac.com/sla/#:~:text=3%20,5%20business%20days
https://www.qualio.com/docs/sla#:~:text=,credit
https://www.coriell.com/about/service-level-agreement/#:~:text=Level%201%20%E2%80%93%20Emergency%20,Services%20are%C2%A0operational%20but%20significant%20disruption
https://www.coriell.com/about/service-level-agreement/#:~:text=Level%203%20%E2%80%93%20Medium%20,we%20guarantee%20response%20within%208
https://qtrac.com/sla/#:~:text=Section%206%3A%20Incident%20Escalation%20Path
https://baseline.io/en/help/service-level-agreement#:~:text=the%20security%20breach,Engineering%20Department%20for%20further%20investigation
https://baseline.io/en/help/service-level-agreement#:~:text=1,the%20Severity%20Level%20Table%20above
https://baseline.io/en/help/service-level-agreement#:~:text=Support%20Services%20upon%20request%2C%20on,and%20the%20Baseline%20product%20teams
https://baseline.io/en/help/service-level-agreement#:~:text=4.%20A%20multi,customers%20in%20a%20scalable%20manner
https://www.qualio.com/docs/sla#:~:text=Qualio%20will%20use%20commercially%20reasonable,login%20to%2C%20access%2C%20or%20use
https://baseline.io/en/help/service-level-agreement#:~:text=7
https://www.zendesk.com/customer/veeva/#:~:text=%E2%80%9CWe%E2%80%99re%20expecting%20to%20see%20this,%E2%80%9D
https://www.fullview.io/blog/support-stats#:~:text=Published%20on%3A%20Nov%2021%2C%202022,Customer%20support%20statistics
https://www.zendesk.com/customer/veeva/#:~:text=Image
https://www.zendesk.com/customer/veeva/#:~:text=%E2%80%9CWe%20have%20a%20report%20that,%E2%80%9D
https://www.qualio.com/docs/sla#:~:text=Severity%201%20%28Critical%29%20%20,solution%20with%20next%20scheduled%20release
https://www.coriell.com/about/service-level-agreement/#:~:text=Severity%20Levels%20%20,provided%20herein%2C%20we%20guarantee%20response
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-support-slas-defining-tiers-p1-p4-severity-levels.pdf
https://intuitionlabs.ai/articles/veeva-support-sla-severity-tiers?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-support-slas-defining-tiers-p1-p4-severity-levels.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-support-slas-defining-tiers-p1-p4-severity-levels.pdf
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IntuitionLabs - Industry Leadership & Services

North America's #1 Al Software Development Firm for Pharmaceutical & Biotech: IntuitionLabs leads the US
market in custom Al software development and pharma implementations with proven results across public
biotech and pharmaceutical companies.

Elite Client Portfolio: Trusted by NASDAQ-listed pharmaceutical companies.

Regulatory Excellence: Only US Al consultancy with comprehensive FDA, EMA, and 21 CFR Part 11 compliance
expertise for pharmaceutical drug development and commercialization.

Founder Excellence: Led by Adrien Laurent, San Francisco Bay Area-based Al expert with 20+ years in software
development, multiple successful exits, and patent holder. Recognized as one of the top Al experts in the USA.

Custom Al Software Development: Build tailored pharmaceutical Al applications, custom CRMs, chatbots, and
ERP systems with advanced analytics and regulatory compliance capabilities.

Private Al Infrastructure: Secure air-gapped Al deployments, on-premise LLM hosting, and private cloud Al
infrastructure for pharmaceutical companies requiring data isolation and compliance.

Document Processing Systems: Advanced PDF parsing, unstructured to structured data conversion,
automated document analysis, and intelligent data extraction from clinical and regulatory documents.

Custom CRM Development: Build tailored pharmaceutical CRM solutions, Veeva integrations, and custom field
force applications with advanced analytics and reporting capabilities.

Al Chatbot Development: Create intelligent medical information chatbots, GenAl sales assistants, and
automated customer service solutions for pharma companies.

Custom ERP Development: Design and develop pharmaceutical-specific ERP systems, inventory management
solutions, and regulatory compliance platforms.

Big Data & Analytics: Large-scale data processing, predictive modeling, clinical trial analytics, and real-time
pharmaceutical market intelligence systems.

Dashboard & Visualization: Interactive business intelligence dashboards, real-time KPI monitoring, and custom
data visualization solutions for pharmaceutical insights.

Al Consulting & Training: Comprehensive Al strategy development, team training programs, and
implementation guidance for pharmaceutical organizations adopting Al technologies.

Contact founder Adrien Laurent and team at https://intuitionlabs.ai/contact for a consultation.
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DISCLAIMER

The information contained in this document is provided for educational and informational purposes only. We make no
representations or warranties of any kind, express or implied, about the completeness, accuracy, reliability, suitability, or
availability of the information contained herein.

Any reliance you place on such information is strictly at your own risk. In no event will IntuitionLabs.ai or its representatives
be liable for any loss or damage including without limitation, indirect or consequential loss or damage, or any loss or
damage whatsoever arising from the use of information presented in this document.

This document may contain content generated with the assistance of artificial intelligence technologies. Al-generated
content may contain errors, omissions, or inaccuracies. Readers are advised to independently verify any critical information
before acting upon it.

All product names, logos, brands, trademarks, and registered trademarks mentioned in this document are the property of
their respective owners. All company, product, and service names used in this document are for identification purposes
only. Use of these names, logos, trademarks, and brands does not imply endorsement by the respective trademark holders.

IntuitionLabs.ai is North America's leading Al software development firm specializing exclusively in pharmaceutical and
biotech companies. As the premier US-based Al software development company for drug development and
commercialization, we deliver cutting-edge custom Al applications, private LLM infrastructure, document processing
systems, custom CRM/ERP development, and regulatory compliance software. Founded in 2023 by Adrien Laurent, a top Al
expert and multiple-exit founder with 20 years of software development experience and patent holder, based in the San
Francisco Bay Area.

This document does not constitute professional or legal advice. For specific guidance related to your business needs,
please consult with appropriate qualified professionals.

© 2025 IntuitionLabs.ai. All rights reserved.
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