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Unwavering Commitment to Excellence: Utilizing MCA Service Level 
Agreements for Reliable and E�cient Service Delivery

Realize The 
Many 

Bene�ts of 
SLA’s from 

MCA

Priority Service for
Quicker Response Times

Fleixble Response 
Coverage Options

Cost Relief for
Equipment Repairs

Firmware Updates
and Enhancements

Preventative
Maintenance

Annual Testing and 
Recerti�cations

Reduced Operational 
Expenditures

Minimized Operational 
Downtime

In today's fast-paced and 
technology-driven world, reliable and 
e�cient service delivery is paramount. 
At MCA, our Service Level Agreements 
(SLAs) are a testament to our 
unwavering commitment to excellence 
across all our o�erings, tailored to meet 
the diverse needs of any industry or 
sector, whether public or private.

Our SLAs are meticulously crafted to set 
precise expectations and guidelines for 
our comprehensive voice, data, and 
security solutions. By establishing clear 
terms for performance, responsibilities, 
and response times, we ensure that 
every customer receives a personalized 
and optimal service experience. From 
installation and maintenance to 
troubleshooting, our SLAs cover every 
facet of service delivery, providing a 
structured framework that fosters 
transparency and trust.

The primary objective of our SLAs is to 
instill con�dence in our customers. By
outlining remedies and accountability  

measures, we reinforce our dedication to 
reliability and high-quality service. This 
proactive approach eliminates 
misunderstandings and ensures a 
transparent process for resolving any 
issues that may arise, thereby 
maintaining trust and customer 
satisfaction.

At MCA, we view ourselves not just as 
service providers but as dedicated 
partners in your technology 
management. Our SLAs a�rm our role in 
ensuring your systems function 
seamlessly and e�ciently, o�ering 
continuous support tailored to your 
speci�c needs. This level of commitment 
underscores our promise to be there for 
our customers, supporting them in 
every aspect of their operational 
requirements.

With an SLA from MCA, you are assured 
of a steadfast partnership that prioritizes 
your success, delivering unparalleled 
service that meets and exceeds your 
expectations.



What is an SLA?
A Standard Definition

A Service Level Agreement (SLA) is a formal document that de�nes the speci�c 
services a provider will deliver to a customer, including the performance 
standards and responsibilities of both parties. It outlines the expected level of 
service, response times, and procedures for addressing any issues that may arise. 
SLAs are designed to ensure clarity and mutual understanding, providing a 
framework for measuring service quality and accountability.

The MCA Definition

At MCA, an SLA is more than just a formal document; it is a testament to our 
dedication to exceptional service. For our service teams across every one of our 
division — voice, data, and security — an SLA represents a commitment to our 
customers' success. It de�nes the standards we strive to meet daily, ensuring that 
every interaction, from installation to maintenance and troubleshooting, is 
handled with precision and care. Our SLAs are tailored to meet the unique needs 
of each customer, fostering trust and reliability by providing clear guidelines, swift 
response times, and accountability measures. Through these agreements, we 
a�rm our role as a trusted partner in technology management, dedicated to 
maintaining seamless and e�cient operations for our clients.

Why Should We Enter Into an SLA?
Entering into a Service Level Agreement (SLA) with MCA o�ers customers 
numerous advantages, ensuring their technology infrastructure is managed with 
the highest level of expertise and dedication. Our SLAs provide peace of mind by 
guaranteeing prioritized service, comprehensive support, and a clear framework 
for performance and accountability. With an SLA, customers bene�t from reduced 
downtime, cost savings, and enhanced operational e�ciency, allowing them to 
focus on their core business while we take care of their technology needs.

Key Benefits of an SLA

• Priority Service: Enjoy priority service over non-SLA customers, ensuring quicker 
resolution times.

• Flexible Response Coverage: Standard 8x5 on-site response for infrastructure 
needs, with optional 24x7x365 coverage for around-the-clock operations.

• Cost Relief for Repairs:
▪ Depot handling for in-warranty equipment.
▪ Repair coverage for out-of-warranty items.
▪ Reprogramming after depot repairs, ensuring restored functionality.
▪ Post-depot repair checks to verify successful repairs.

• Firmware Updates: Stay current with the latest �rmware for bug �xes, security 
patches, and feature enhancements.

• Preventative Maintenance: Keep your equipment aligned with factory 
speci�cations through regular preventative maintenance.

• Annual Testing and Recerti�cation: Ensure compliance with �re codes through 
annual testing and recerti�cation of BDA/DAS equipment.

.

• Cost Elimination: Reduce internal costs associated with processing, tracking, and 
placing purchase orders and service orders.

.

• Minimized Downtime: Decrease production downtime, ensuring continuous and 
e�cient operations.

Contact Us Today
MCA’s Service Level Agreements (SLAs) ensure reliable, e�cient service tailored to 
any industry. By partnering with MCA, you gain prioritized support, minimized 
downtime, and seamless operations. Trust MCA for exceptional service and 
continuous operational excellence.

Our standard SLA ensures 
precise, reliable service 

with clear guidelines and 
accountability, enhancing 
system performance and 

client satisfaction

MCA’s skilled, 
OEM-certi�ed service 

technicians deliver timely 
and exceptional on-site 
repairs, ensuring peak 

equipment performance
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135 N Church St #310
Spartanburg, SC 29306

About MCA
MCA is one of the largest and most trusted 
technology integrators in the United States, 
o�ering world-class voice, data, and security 
solutions that enhance the quality, safety, and 
productivity of customers, operations, and lives.

More than 65,000 customers trust MCA to 
provide carefully researched solutions for a safe, 
secure, and more e�cient workplace. As your 
trusted advisor, we reduce the time and e�ort 
needed to research, install, and maintain the 
right solutions to make your workplace better.  

Our team of certi�ed professionals across the 
United States delivers a full suite of reliable 
technologies with a service-�rst approach. The 
MCA advantage is our extensive service portfolio 
to support the solution life-cycle from start to 
�nish.


