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SERVICE GUIDE 
(MANAGED SOLUTION)  

Version: 2025.1  
 
Applicability: This Guide applies to all Managed Solution engagements and is 
incorporated by reference into the Unified Standard Terms & Conditions. 

1. OPERATIONAL PHILOSOPHY 
We function as an extension of your team. This guide outlines the standard operating 
procedures, support structures, and capabilities that power our Managed Solutions. 

2. GOVERNANCE & COMMUNICATION  

2.1 The Governance Framework 

●​ Tactical Layer (Daily): 
○​ Who: Team Lead + Associates 
○​ Focus: Shift Huddles, Attendance Checks, Immediate Blocker Resolution. 

●​ Operational Layer (Weekly/Monthly): 
○​ Who: Training & Quality Manager, Operations Manager + Client Point of 

Contact 
○​ Focus: Performance, "Calibration Sessions" to review Quality scores, clarify 

SOPs, KPI and product and process updates 
○​ Who: Workforce Manager+Scheduler and Client Contact 
○​ Focus : Long and Short Range Volume Forecasting + Capacity planning 

●​ Strategic Layer (Quarterly): 
○​ Who: Operations Leader + Client Success Manager + Client Stakeholders 
○​ Focus: Quarterly Business Review (QBR). We analyze long-term trends, 

identify cost-saving opportunities, and plan for future growth. 

3. IT & INFRASTRUCTURE SUPPORT  

3.1 Priority Levels (Response Time Targets) 

When an IT incident is logged, we assign a priority based on business impact: 

Priority Definition Target 
Response 

P1 - Critical System Down. Complete work stoppage for all 
users (e.g., Ransomware, Server Failure). 

30 Mins 
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P2 - High Major Degradation. Critical feature broken, but 
workarounds exist. 

2 Hours 

P3 - 
Standard 

Minor Impact. Single user error, password 
reset, or cosmetic bug. 

4 Hours 

Service Level Agreement (SLA) & Rebate Formula  

a) Service Guide: The specific definitions of Priority Levels (P1-P4), Response Time 
Targets, and Escalation Procedures are detailed in the Managed Solution Service Guide. 

(b) Availability Target: Booth targets a Monthly System Availability of 99.5%. 

(c) Service Credits (Rebate): If Availability falls below the target due to Unplanned 
Downtime (as defined in the Service Guide), the Client is entitled to a Service Credit 
calculated as follows: 

 

Monthly Service 
Availability 

Downtime Duration (per 
month) 

Service Credit 
(Rebate) 

99.5% - 100% < 4 hours 0% 

98.0% - 99.4% 4 hours – 14 hours 2% of Monthly Fee 

95.0% - 97.9% 14 hours – 36 hours 5% of Monthly Fee 

Below 95.0% > 36 hours 10% of Monthly Fee 

Note: Service Credits are the Client’s sole and exclusive financial remedy for downtime. 
The maximum credit in any single month shall not exceed 10% of the Monthly Recurring 
Fee. 

3.2 Definition of "Downtime" 

For the purpose of calculating Service Credits, "Unplanned Downtime" is defined as the 
time during the Service Window where the Services are unavailable due to a failure of 
Booth’s infrastructure. 

"Downtime" explicitly EXCLUDES: 

1.​ Scheduled Maintenance: Updates notified at least 48 hours in advance. 
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2.​ Client Dependencies: Failures caused by Client-provided software, expired 
licenses, or proprietary tools. 

3.​ Third-Party Outages: Force Majeure events, ISP failures (Fiber cuts), or regional 
power grid failures where Booth’s Backup Power was successfully activated but 
upstream internet was unavailable. 

3.3 Device & Network Management 

●​ Standard Build: All Associates are issued enterprise-grade workstations (Minimum 
Specs:i5/16GB RAM/500GB SSD), wireless mouse, and noise-canceling headset, 
secured with Antivirus and MDM (Mobile Device Management). 

●​ Network Redundancy: Our offices utilize Dual-ISP failover and backup power 
generators to ensure uptime during local outages. 

3.4 Information Security 

●​ Data Privacy: We are compliant with global data privacy standards. No data is 
stored locally on agent machines unless authorized. 

●​ Access Control: We practice "Least Privilege Access"—staff are only given 
access to the specific tools needed for their role. 

4. OPERATIONS MANAGEMENT  

4.2 Performance Management 

We believe in data-driven coaching. 

●​ Scorecards: Every Associate has a monthly scorecard tracking Attendance, 
Quality, and Productivity. 

●​ Coaching Cycle: Associates performing below target enter a supportive coaching 
cycle. If performance does not improve after retraining, we utilize our 
Replacement Guarantee to rotate in new talent without disrupting your business. 

4.3 Quality Assurance (QA) 

For process-driven work (Support/Data), we don't just "trust" the work is done; we verify 
it. 

●​ Audits: Our QA team randomly samples work outputs weekly. 
●​ Feedback Loop: Errors are not just fixed; they are logged to identify training gaps 

(e.g., "Is this a person problem or a process problem?"). 

5. TALENT ACQUISITION  

5.1 The Recruitment Engine 
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We utilize a 4-stage screening process to ensure capability and cultural fit: 

1.​ Sourcing: Active hunting via LinkedIn Recruiter, local job boards, and our 
proprietary talent database. 

2.​ Screening: English proficiency testing (EF SET Standard) and logic/cognitive 
assessments. 

3.​ Technical Validation: Role-specific testing (e.g., Coding challenges for Devs, 
Typing speed for Data Entry). 

4.​ Final Fit: Client interview (optional) or Operations Manager validation. 

5.2 Onboarding & Training 

Once selected, every Associate undergoes: 

●​ Booth Foundation Training: Data Privacy (GDPR/PDPA), Security Awareness, and 
Professional Etiquette. 

●​ Campaign Specific Training: Detailed training on your specific SOPs, tools, and 
brand voice. 

●​ Nesting Period: A 1-2 week period of close supervision where work is 100% 
audited before going "Live." 

6. WORKFORCE MANAGEMENT  

●​ Time Tracking: We use biometric or digital time-tracking tools to verify hours 
worked to the minute. 

●​ Absenteeism Management: We target <5% unplanned shrinkage. 
●​ Redundancy Protocols: For critical functions, we cross-train staff so that if one 

person calls in sick, another can step in immediately ("Hot Backup"). 

7. PEOPLE & CULTURE  

●​ Engagement: We run monthly engagement activities, wellness programs, and 
mental health support. 

●​ Career Pathing: We provide upskilling opportunities so Associates see a future 
with Booth, reducing "dead-end job" turnover. 

●​ HR Administration: We handle all payroll, taxes, health benefits, and labor law 
compliance, insulating you from administrative liability. 
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