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Confidentiality Notice 

This Proposal is intended exclusively for the individual or entity to which it is addressed. This Proposal contains information that is proprietary, 

privileged, confidential or otherwise legally exempt from disclosure. If you are not the named addressee, you are not authorized to read, print, 

retain copy or disseminate this document or any part of it. If you have received this Proposal in error, please notify the sender immediately and 

dispose all copies. This Proposal is for informational purposes only in as much as to make an informed decision. (Debugged Tech Services, LLC) 

MAKES NO WARRANTIES, EXPRESS OR IMPLIED, not specifically included in this proposal. 
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SLA Introduction 
 

Company: Debugged Tech Services, LLC 

Company Address: 715 Oneida, Delafield, WI  53018 

Client Name:   

Client Address:   

Last Updated Date:  12/22/2025 

 

This Service Level Agreement (“SLA” or “Agreement”) by and between Client Name, herein referred to as Client or 

the Client, and Debugged Tech Services, LLC hereinafter referred to as Service Provider or the Service Provider, 

each as identified above and located at the indicated addresses, is effective as of the date specified above.  

Additionally, this Agreement will not supersede any current processes, procedures or agreements unless stated 

explicitly herein.   

 

WHEREAS, Service provider is a provider of Information Technology Services Solutions; 

 

WHEREAS, Client desires to contract with Service Provider for the provision of the Service Provider 

Information. 

 

NOW THEREFORE, for and in consideration of the premises contained herein and good and valuable consideration, 

receipt of which is hereby acknowledged, the parties agree as follows: 

 

Period of Service and Automatic Renewal 
This Agreement shall be effective as of the date of this Agreement, execution by CLIENT unless sooner terminated 

in accordance with the terms hereof and shall be for an initial term of one (1) year at pricing consistent with rates 

established in section 1.0 coverage summary. CLIENT and Service Provider reserve the right to review this 

agreement quarterly and assess its success.  Any necessary changes to the term predicated on assets will be made 

to agreement Addendums as needed and represented by addendum. 

 

After a five (5) day grace period at the end of the prior Agreement term, this Agreement shall renew automatically 

for a period of one (1) year unless Service Provider or the Client affirmatively terminates it in accordance with the 

conditions set forth in this Agreement. 

 

Limitation of Liability 
In no event shall Service Provider be held liable for indirect, special, incidental, or consequential damages arising 

out of service provided hereunder, including but not limited to loss of profits or revenue, loss of use of equipment, 

lost data, costs of substitute equipment, or other costs.   

 

The Service Provider shall not be responsible to Client for loss of use of the IT Environment or for any other 

liabilities arising from alterations, additions, adjustments, service, repairs, or maintenance which have been made 

to the IT Environment other than by authorized representatives of the Service Provider. 

 



4 

 

4 
 

Neither Party shall be liable – whether in contract, tort (including negligence), breach of statutory duty or 

otherwise – to the other if it breaches any of its obligations under this Agreement (or arising therefrom), for any 

loss suffered by the other Party in the form of lost revenue or profit or failure to achieve any benefit expected to 

be derived from this Agreement, loss of use of any asset, loss of data recorded on any computer or other 

equipment, loss which is not the direct and immediate consequence of the breach, business interruption or 

management time, or any other loss which is otherwise indirect, commercial, economic, special or consequential. 

 

The total liability of the Service Provider – whether in contract, tort (including negligence), breach of statutory duty 

or otherwise – for any and all breaches and/or non-performance of its obligations or liability under this Agreement 

shall be limited to the total Fees payable by the Client. Further, if any collection action litigated or otherwise, is 

necessary to enforce the terms of this Agreement, Service Provider shall be entitled to reasonable attorneys’ fees 

and costs in addition to any other relief to which it may be entitled.   

 

Nothing in this Agreement shall limit or exclude either Party’s liability for death or personal injury or any other 

liability which cannot be excluded by law. 

 

No action, regardless of form (including in contract, tort or otherwise), arising in connection with the performance 

of this Agreement may be brought by either party more than six (6) months after the date of the occurrence on 

which the action is based.   

 

Modification or Termination of Agreement 
The Service Provider reserves the right to renegotiate rates based on additions of locations, hardware, software, 

hardware support requirements, service adjustments, service enhancements,  as well as modify this Agreement (or 

any portion thereof). 

 

The Client may request, in writing to the Service Provider, modifications to this agreement (or any portion 

thereof). The Service Provider will implement any reasonable requested modifications within 30 days of receiving 

such written request from the Client. 

 

The Service Provider reserves the right to refuse or suspend service under this Agreement in the event CLIENT has 

failed to pay any invoice within thirty (5) days of said invoice date, whether it be an invoice for services provided 

under this Agreement or any other agreement between the parties. 

 

This Agreement may be terminated by the Client upon ninety (90) day’s written notice if the other Party: 
  

I. Fails to fulfill in any material respect its obligations under this Agreement and does not cure such failure 
within ninety (90) days of receipt of such written notice. 

II. Breaches any material term or condition of this Agreement and fails to remedy such breach within ninety 
(90) days of receipt of such written notice. 

III. Terminates or suspends its business operations, unless it is succeeded by a permitted assignee under this 
Agreement. 

If either party terminates this Agreement, Service Provider will assist Client in the orderly termination of services, 

including timely transfer of services to another designated provider.  Service Provider acknowledges that all Client 

data and information stored on Debugged Tech Services, LLC owned hardware is the sole property of the Client.  If 
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this agreement is terminated, all Client data and information will be returned to the Client in a usable format if 

applicable. Client agrees to pay Service Provider the actual costs of providing such assistance.  The Service Provider 

will also provide the Client with a final set of monthly reports on the Client’s IT environment.  

 

Terms of Service 
The headings within this Agreement are for convenience only and shall have no effect upon the interpretation of 

this Agreement.   

 

This Agreement shall be governed by the laws of the State of Wisconsin.  It constitutes the entire Agreement 

between Client and Service Provider for monitoring, maintenance, and service of all covered IT Assets, locations, 

and other coverages listed herein.  

 

The parties hereto expressly assume an obligation to act in good faith toward one another in the performance of 

their obligations under this Agreement.  The Service Provider is not responsible for failure to render services due to 

circumstances beyond its control including, but not limited to, acts of God. 

 

Client agrees that during the term of this Agreement and for a period of five year(s) following the termination of this 

Agreement, the Client will not recruit or hire any employee, agent, representative or subcontractor of The Service 

Provider, nor will the Client directly or indirectly contact or communicate with the Service Provider’s Personnel for 

the purpose of soliciting or inducing such Personnel (a) to accept employment with, or perform work for any person, 

firm, or entity other than the Service Provider; or (b) to provide services to the Client or any other person, firm or 

entity except as an employee or representative of the Client.  The Client agrees that, in the event of a breach or 

threatened breach of this provision, in addition to any remedies at law, the Service Provider, without posting any 

bond, shall be entitled to obtain equitable relief in the form of specific performance, a temporary restraining order, 

a temporary or permanent injunction or any other equitable remedy which may then be available. 

 

IT Services furnished under this Agreement are provided "as is" and, unless otherwise expressly stated in this 

instrument, without representations or warranties of any kind, either express or implied. To the fullest extent 

permitted by law, the service provider disclaims all warranties, express, implied or statutory, including, but not 

limited to, implied warranties of title, non-infringement, merchantability, and fitness for a particular purpose.  The 

Service Provider does not warrant that use of software or products furnished by the Service Provider will be 

uninterrupted, error-free, or secure, that defects will be corrected, or that products or the server(s) to which access 

is provided are free of viruses or other harmful components.  

 

If any provision in this Agreement is held by a court of competent jurisdiction to be invalid, void or unenforceable, 

the remaining provisions shall nevertheless continue in full force without being impaired or invalidated in any way. 

 

Confidentiality & Non-Disclosure 
The Service Provider and its agents may use Client information, as necessary to or consistent with providing the 

contracted services. Service Provider acknowledges that through its relationship with Client, service provider may 

become aware of Confidential Information or trade secrets proprietary to Client. Service Provider agrees to protect 

and not to disclose or otherwise make available Client’s Confidential Information and/or trade secrets. Service 

Provider shall take appropriate action by instruction, agreement, or otherwise with any respect to Service Provider’s 
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employees who are permitted to access Client’s Confidential Information and trade secrets. In order to fulfill Service 

Provider’s duties and responsibilities of maintaining network security and confidentiality, administrative passwords will be 

retained by Service Provider and not released to third parties without written consent from the Client.   

 

Confidential Information shall mean information, whether oral or written (including information provided in 

electronic format), provided by Client, or received by Service Provider by virtue of the relationship created from this 

Agreement, provided that such information shall not be Confidential Information if the information provided (i) is 

known to the trade or public at the time of its disclosure, (ii) becomes generally available to the trade or public other 

than as a result of Debugged Tech Services, LLC, (iii) was in the possession of Service Provider in a non-confidential 

basis prior to its disclosure, (iv) was disclosed to Service Provider by a third party not reasonably known by Service 

Provider to be under an obligation of confidentiality, (v) was disclosed pursuant to a legal or regulatory requirement, 

or (vi) was disclosed with the written consent of Client. 
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1.0 Hours of Coverage 
Hours of Coverage 

Included Service 
On Covered IT Asset 

Notes 

 Remote Onsite  

Business Hours 

Monday – Friday, 9:00am – 5:00pm 
Included Included Project Labor NOT Included 

After Hours 

Monday – Friday, 5:00pm – 11:00pm 
$100/hr $120/hr Project Labor NOT Included 

Nights and Weekends 

Monday – Friday, 11:00pm – 9:00am 

Friday 11:00pm – Monday 9:00am 

$140/hr $160/hr Project Labor NOT Included 

Holidays 

All Local, State & Federal Holidays 
$200/hr $260/hr Projects NOT Allowed 

 

 

1.1 Service Level Expectations 
Helpdesk Service Level Expectations* 

 
Severity 1 

Critical 

Severity 2 

High 

Severity 3 

Medium 

Severity 4 

Low 

Business/Financial Risk 
Catastrophic 

exposure 
Major exposure 

Moderate 

exposure 
Minimal exposure 

Work Stoppage 
Full; All work has 
ceased.  

Significant; Most 

work has ceased. 

Some; Some work 

has ceased. 

Minor; Little work 

has ceased. 

Percentage of End Users 
Effected 

75 – 100%   30 – 75%   15 – 30%  0 – 15% 

Workaround 
Semi-acceptable; 
Short term 

Semi-acceptable; 

Short term 

Acceptable; 

Medium term 

Acceptable; 

Medium term 

Response Time 1 hour or less 2 hours or less 1 business day 5 business day 

Resolution Time 
24 hours or less 
from first response 

36 hours or less 

from first response 

5 business days or 

less from first 

response 

14 business days or 

less from first 

response 

*There may be situations that don’t fit these definitions perfectly. 
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2.0 General Coverage Provisions 
 

2.1 Covered IT Assets and Client Locations  
 

For purposes of this Agreement, the covered IT Environments and IT Assets shall include all locations and IT assets 

as outlined in Section 1.0 Coverage Summary.  The specific IT Asset and location details are recorded in the Service 

Provider’s Remote Monitoring and Management (RMM) and/or Professional Services Automation (PSA) tools. 

 

If the Client desires to relocate, add or remove locations, the Client shall give notice to the Service Provider of its 

intention to relocate sixty (60) days in advance.  The Service Provider reserves the right to renegotiate service 

terms with respect to any relocation and/or addition of locations by the Client.  Such right includes the right to 

refuse service to the IT environment at the relocation and/or new site.   

 

Covered Locations do not include any on-site services unless explicitly indicated herein.  Even covered on-site 

services at covered locations may incur an on-site fee as detailed in Section 1.0 Coverage Summary. 

 

It is expected that changes will be made to the configuration of the IT environment over time.  Events causing such 

changes may include hiring of new personnel, addition of IT assets, and physical movement of components. 

Adjustments to the IT Assets covered by this agreement will require an addendum to this Agreement and may 

adjust the monthly cost of service. At the Service Provider’s discretion new IT Assets can be added to coverage and 

the cost of services will adjust the client’s monthly charges, initially being prorated on the first invoice received 

post addition.      

 

Any additional IT Assets added to the IT environment without the consent or acknowledgment of the Service 

Provider will be a breach under this agreement.  The Service Provider reserves the right to renegotiate service 

terms with respect to any addition of IT Assets by the Client.   

 

All IT Assets that require coverage must meet the Service Provider’s serviceability standards, be supported and/or 

warranted by the manufacturer/vendor, and must be in reasonable condition.   Any coverage of additional IT 

Assets may adjust the monthly cost of service.  It is at the sole discretion of the Service Provider if they wish to 

cover additional devices. 

 

2.2 Conditions for Service 
 

The CLIENT IT Environment is eligible for service, monitoring, and support under this Agreement provided it is in 

good condition and the Service Provider’s serviceability requirements/standards as defined and site environmental 

conditions as defined herein are met.  

 
2.2.1 Minimum Standards Required for Services 

 
In order for Client’s existing environment to qualify for Service Provider’s Managed Services, the following 

requirements must be met: 
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1. All Servers with Microsoft Windows Operating Systems must be running Windows 2022 Server or later, 
and have all of the latest Microsoft Service Packs and Critical Updates installed. 

2. All Desktop PC’s and Notebooks/Laptops with Microsoft Windows Operating Systems must be running 
Windows 11 Professional or later, and have all of the latest Microsoft Service Packs and Critical Updates 
installed. 

3. All Server and Desktop Software must be Genuine, Licensed and Vendor-Supported. 
4. There must be an outside static IP address assigned to a network device, allowing VPN access. 
5. All workstation and network equipment must be newer than three (3) years old and no older than three 

(3) years. Servers must be newer than five (5) years old and no older than five (5) years old.  
 

The Service Provider reserves the right to inspect the IT Environment upon the commencement of the term of this 

agreement for the purpose of assessing and documenting the state of the IT Environment. Unless stated 

otherwise, said assessment shall be included as part of the Onboarding process outlined in Section 4.2 Onboarding 

Process.  

 

The Service Provider reserves the right to suspend or terminate this Agreement if in its sole discretion, conditions 

at the service site pose a health or safety threat to any Service Provider representative. 

 

Coverage for existing IT Assets under this Agreement are contingent upon:  

 

1. The IT Assets meet the Service Provider’s serviceability standards defined in Appendix 3 

2. For remote service, a covered IT Asset must have the Service Provider’s RMM agent installed and be 

remotely accessible over a reliable internet connection.     

3. The IT Asset’s physical condition, physical configuration, and/or digital configuration are supported by 

the manufacturer or vendor.   

4. The IT Asset’s physical condition, physical configuration, and/or digital configuration remains 

economically reasonable for service.   

5. For onsite service, the covered IT Assets are at a covered and serviceable location listed in Section 1.0 

Coverage Summary.   

 

2.3 Included Services  
 

The services covered by this agreement and provided by the Service Provider are defined in Appendix 3 and 

outlined in Section 1.0 Coverage Summary. Any and all services not defined within Appendix 3 and outlined in 

Section 1.0 Coverage Summary will be considered uncovered and are subject to the out of scope/uncovered terms, 

fees, and conditions defined within this Agreement. 

2.4 Included Service Hours and Days 
 
Unless otherwise stated herein, all services covered by this Agreement shall be provided during regular business 

hours, excluding Local, State, and Federal holidays, unless otherwise specified in Section 1.0 Coverage Summary or 

Appendix 3.   

 

Out of hours services and support can be provided at the Service Provider’s discretion to cover early/late shifts, 

nights, weekends, public holidays, and otherwise out of scope service hours and days.  These services are 

contingent upon the Service Provider’s availability of its representatives, according to the terms and conditions set 
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forth in this Agreement.  All out of hours services are considered out of scope and are subject to the fees and 

terms of this Agreement and within Section 1.0 Coverage Summary.   
 

2.5 Included On-site Services  
 

The Service Provider strives to provide remote service because it is less invasive to the end user, has faster 

turnaround, and helps the Service Provider control its costs.  The Service Provider will offer on-site service when: 

 

• Physical movement or configuration of IT Assets is necessary 

• Remote accessibility is limited 

• Service Provider’s representative expects that an on-site repair to be faster. 

 

The specific on-site coverages, rates, and any on-site ‘dispatch’ fees provided under this Agreement are defined in 

Section 1.0 Coverage Summary.   

 

The Service Provider reserves the right to refuse requests for an on-site resource when the incident can be 

addressed remotely with reasonable effort and involvement from the Service Provider and/or Client.   

 

It is at the sole discretion of the Service Provider to determine if an on-site ‘dispatch’ of a Service Provider’s 

representative is necessary to resolve a monitor alert, service or support request.   

 

In the event that the Client would like a representative from the Service Provider to come on-site and the Service 

Provider believes that the incident can be addressed remotely, on-site out of scope rates and dispatch fees as 

defined in Section 1.0 Coverage Summary will apply.   

 

On-site ‘dispatch’ fees are designed to help the Service Provider manage its representatives travel costs.  They are 

determined by distance, time, tolls, parking fees, and other environmental factors and the specifics for each Client 

site are defined in Section 1.0 Coverage Summary.  This fee is applicable each time a representative from the 

Service Provider visits the client site to address a monitor alert, service or support request unless otherwise agreed 

by the Service Provider.   

 

The Client has the right to refuse any and all on-site services, even those the Service Provider determines are 

required to address a Client support/service request or monitor alert.  In the event the Client refuses on-site 

services that are determined to be necessary by the Service provider, the client agrees that any and all required 

service levels and coverages that apply to that request under this agreement will no longer apply.   

 

Included services may have pre-requisites, conditions, serviceability standards, and other requirements that must 

be met before the service can be completely effective.  The costs associated with any/all of these requirements, 

conditions, pre-requisites, and serviceability standards will not be covered by this Agreement unless otherwise 

noted herein.  For the specific coverages please see the detailed coverage details in the Appendix 3 Groups 

Section.   
 

2.6 Fleet Managed Hardware Coverage 
Client agrees to a three-year minimum participation obligation upon signing this agreement.  Should client wish to cancel 

service agreement prematurely during the first three years or at the end of the three year term, Debugged Tech Services, 
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LLC will negotiate with Client for a buyout of equipment upon cancellation.  For any assets identified in the Fleet 
management portion of Section 1.0 Coverage Summary. Upon maturity of the agreement, replacement hardware will be 
deployed automatically.    

 

Client agrees that all equipment listed on Proposal will remain sole property of Debugged Tech Services, LLC with security 
interest and will not attempt to sale, resale, tamper, troubleshoot, repair, move, add, etc. to this equipment without 
written permission of Debugged Tech Services, LLC.  Should this contract terminate by either party, client agrees to return 
the property listed in Proposal to Debugged Tech Services, LLC within 10 days after the final cancellation date.  Customer 
further acknowledges and gives permission to Debugged Tech Services, LLC to seize equipment listed in Proposal from 
location listed in event of contract termination after 10 day grace period, and agrees to compensate Debugged Tech 
Services, LLC for expenses accrued during the seizure process.   
 

Client agrees and understands that Debugged Tech Services, LLC Equipment is to be maintained completely by Debugged 
Tech Services, LLC.  Any tampering, repair attempt or service completed by another party on the equipment listed in 
Proposal will result in the immediate cancellation of this agreement.   
 

Client agrees to make all logical and earnest attempts to keep equipment safe, secure and protected while in their 
possession. Client agrees to keep and possess current insurance on equipment listed in Proposal while in their possession.   
Client further agrees to be responsible for any and all costs for the repair or replacement of the equipment listed in 
Proposal while in their possession should it be damaged or ill-repaired by a third party. 
 

Written notice, of a cancellation request must be made by either party thirty (30) days prior to the change.  Debugged 
Tech Services, LLC reserves the sole right to change this agreement in any capacity with a thirty (30) day written notice to 
the client. This agreement will automatically annually renew unless canceled. 
 

Total payment of the clients account to the Service Provider accompanying, the notice of cancellation. Where possible 
Debugged Tech Services, LLC will negotiate with Client for a buyout of equipment upon cancellation. Verbal notification 
and confirmation of the Service Provider and Client informing of the cancellation must also follow the written notice of 

cancellation.  Service Provider acknowledges that all Client data and information stored on Debugged Tech Services, 

LLC owned hardware is the sole property of the Client.  If this agreement is terminated, all Client data and 
information will be returned to the Client in a usable format.   
 

2.7 Fleet Managed Backup System Coverage 
The Service Provider agrees to provide the client with priority service on the products registered only in Section 1.0 

Coverage Summary. This service provides priority response time that includes the following: 

 

o Management and Verification of data back up 
o Secured Backup and Storage on and off site of client location 
o Contract does not include any applicable annual subscription or license fees 
o Contract does not include any applicable fees for active use of Debugged Tech Services, LLC servers 

post restoration.  
 
 
 

 

2.8 General Coverage Exclusions 
 

In addition to other limitations and conditions set forth in this Agreement, this agreement does not cover any 

work, services, products, licenses, costs, or fees unless explicitly detailed herein.  Any and all out of scope requests, 
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services, or costs must be defined in a separate agreement or Addendum and are subject to the terms, conditions, 

and fees detailed Section 1.0 Coverage Summary. 

 

This Agreement does not cover any costs, expenses, or fees not detailed herein.  Some uncovered costs include but 

are not limited to: 

 

1. The cost to bring the Client’s IT Environment up to the Service Provider’s serviceability Standards.   

2. The cost of any IT Assets, replacement parts, equipment, or shipping charges of any kind.   

3. The cost of any software upgrades, renewals, or licenses. 

4. The cost of any 3rd Party Vendor or manufacturer’s support, service fees, incident fees, assurance 

fees.  

5. The cost of any and all IT Assets classified as consumables.  (toner, ink, service kits, etc.) 

6. Service on parts, equipment, or software not covered by vendor manufacturer warranty or 

support.  

7. Service, repair, and support made necessary by the alteration or modification of equipment other 

than that authorized by the Service Provider, including but not limited to configuration 

adjustments, software installations, upgrades, or any modifications of IT Assets made by anyone 

other than the Service Provider.  

8. Any and all service, maintenance, and support for IT Assets not covered by this agreement 

including but not limited to software, hardware, or infrastructure.  

9. Travel to and from uncovered locations and covered locations where travel time and distance 

exceed limitations and any applicable fees will be listed in Section 1.0 Coverage Summary.  

10. Failure due to acts of God, building modifications, power failures or other adverse environmental 

conditions or factors.   

11. Any and all services not defined within Appendix 3. 

12. Project work.  

13. The cost to repair, replace, or service IT Assets damaged accidentally or maliciously.  

14. IT Assets with damage induced to equipment by environmental extremes. (Water, lightning, etc.) 

15. The cost to replace stolen or missing IT Assets. 

16. Restoration of lost data caused by inadequate backups, uncovered or unsupported backups, 

systems/hardware failure is outside the scope of this agreement.  

17. Data is not covered and is always considered outside the scope of this agreement.   

 

IT Services and support can experience issues with software, applications, hardware and other IT Assets that are 

unexpected and uneconomic or excessively timely to address.  In the event that a timely and/or economical repair 

is not possible the Service Provider will recommend a work-around, a replacement, an additional service, or 

project to alleviate the issue.  The recommendation the Service Provider offers will only be covered by this 

Agreement if defined explicitly herein and may incur fees or other out of scope charges to be mutually agreed on 

by the Service Provider and the Client before work is completed.   

 

The Service Provider reserves the right to claw back any and all charges or fees foregone in error.  Any and all claw 

backed foregone charges or fees will be submitted to the Client on the first (1st) of the month with their invoice.  

E.g. In the event the Service Provider discovers that a client’s support request was caused by a malicious end-user 

at the Client’s site after investing several hours to address the issue, that incident will not be considered covered 
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under this Agreement and those hours will be charged to the client according to the terms and conditions specified 

within this Agreement.   

 

Client approval for any and all uncovered services/incidents is necessary when the charges or fees for those 

services exceed 10% of the client’s covered base monthly charges, unless otherwise detailed within this 

Agreement.   

 

The Client agrees to pay any and all service/incident charges that do not exceed 10% of the client’s covered base 

monthly charges without providing formal approval.    

 

• In the event that the Client incurs multiple individual charges that do not exceed 10% of the Client’s 

covered base monthly charges but collectively exceed 25% of the Client’s base monthly service 

charges, Client approval becomes required for any/all additional uncovered expenses for the 

remainder of that service period (month).   
 

2.9 Included Service Levels 
 

The Service Provider strives to provide the service levels defined within this Agreement.  General Service levels are 

defined in in Section 1.0 Coverage Summary and Service Levels specific to the individual services the Service 

Provider is offering under this Agreement are defined within Appendix 3. 

 

Any and all conflicting service levels or service level exceptions detailed within Appendix 3 will supersede the 

general service levels and exceptions defined within Section 1.0 Coverage Summary.   

 

Priorities that determine the response and resolution time’s targets are defined using the following characteristics:  

• Business and financial exposure (Cost)  

• Percentage of end-users at Client affected (Impact)  

• How debilitating the incident is for end-user and the Client (Severity)  

• Is there a workaround available?  

 

The Service Provider recognizes that some requests, even those with minimal impact or severity could be urgent 

for the Client or end-user.   The Service Provider will provide best effort to accommodate these incidents but 

cannot guarantee an adjustment to the agreed upon service levels defined within this Agreement.  All urgency 

driven prioritization of requests are at the sole discretion of the Service Provider.   

 

The response and resolution times defined within this Agreement behave like timers (e.g. like a stop-watch) and 

are tracked and managed within the Service Provider’s ticketing system.  The following conditions and behaviors 

apply to the service level response/resolution time timers:  

 

• The response and resolution time timers begin to track time when the ticket is created within the 

Service Provider’s ticketing system.   

o Emails are not guaranteed to open tickets immediately, but they will typically be opened 

within 5 minutes of emailing.   

o Opening tickets with the tray icon is the preferred and immediate method of submitting 

requests.   
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• During periods when the Service Provider is working with or waiting for vendors/manufacturers, 

or the Client to make progress on a client request the timers are paused.  The Service Provider 

will continue to follow up with and escalate requests with vendors, manufacturers, and/or the 

Client to ensure resolution of the request.   

• Any and all service level timers for requests that are reliant on a 3rd party and are not within the 

control of the Service Provider to resolve will remain paused until the responsible party shifts 

back to the Service Provider.   

• The timers will be paused outside the covered hours defined in Section 1.0 Coverage Summary. 
 

2.9.1 General Service Level Exceptions 
 

Exceptions to the service levels provided as part of this Agreement are not applicable with the following situations:  

 

1. In the event the Service Provider is working remotely with a Client’s end user who is not identified as 

the on-site technical contact and lacks the necessary technical aptitude to work with the Service 

Provider’s technician efficiently.   

2. Service and support requests that that require or are resolved by organizations other than the Service 

Provider are excluded from any/all service levels defined within this Agreement.     

3. All service levels defined within this Agreement are not applicable for the first 90 days of this 

Agreement while the Service Provider works with the Client to onboard them to their services.    

4. Service levels defined within this Agreement do not apply to any and all uncovered, out of scope, 

after hours, overnight, or excluded services as defined within this Agreement.  

5. Service levels defined within this Agreement do not apply to any and all services provided on an 

Observed holiday as defined within this Agreement.   

Service Level exceptions specific to the individual services the Service Provider is offering under this Agreement are 

defined within Appendix 3. 
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3.0 Service Process 
 

3.1 Requesting Support 
Any and all Client end-users are authorized to request service using the processes and provisions detailed within 

this Agreement unless otherwise noted herein.   

 

3.1.1 General Information to Include with Request 

When you call, email, or submit a request using any approved method below ensure that you include the following 

detailed and complete information:  

 

• Your name and location and where and how to contact you in case of a problem 

• A description of the problem including any error messages or actions being taken at the time the 

problem occurred 

• The impact, severity and urgency of the problem 

o What is the business and financial effect? (How costly?) 

o How many users is it affecting? (How impactful?) 

o Can the end-user(s) remain productive or are they halted? (How severe?) 

o Do the end-user(s) have a viable workaround currently? 

o How urgent is the request?   

• Any relevant applications and versions you’re working with 

• Any changes made recently 

 
3.1.2 Requesting Support during Regular Business Hours 

It is expected that the monitoring software provided by the Service Provider will identify problems with the Client’s 

IT assets and environment prior to the Client’s end-users.  In the event problems are first noticed by the Client, 

they are to be reported in one of the following manners: 

 

• If the Client has an existing IT support phone extensions and email addresses, the Service Provider 

with best efforts will work with the Client’s systems to forward requests to the Service Provider’s 

systems.  The Client can then use existing phone extensions and email addresses to request support.   

• For requests of high importance, cost, severity, impact, and/or urgency please: 

a. The on-site technical contact defined in Appendix 2 is the only contact that can open critical 

tickets unless otherwise specified within Appendix 2.  

b. Contact the Service Provider over the phone at:  (262) 354-0000 

• For less critical requests please:  

a. Use the Service Provider’s agent software or client portal to open the request.  Instructions 

will be provided during onboarding.  (Preferred method) https://debugged.support 

b. Contact the Service Provider over email at: support@debuggedtech.com 

i. Emails are not guaranteed to open tickets immediately, but they will typically be 

opened within 5 minutes of emailing. 
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3.1.3 Requesting Support outside Regular Business Hours 

Requests for support outside regular business hours or on holidays are subject to the terms, conditions, fees, and 

charges specified within this Agreement.  The specific charges and fees will be outlined in Section 1.0 Coverage 

Summary. 

 

The Service Provider’s on-call resource(s) can be contacted after hours using by contacting the Service Provider at 

(262) 354-0000. 

 

Once the Service Provider’s on-call resource receives an after-hours request for service from the Client or an alert 

from a critical service monitor, they will ensure that the request is within the scope of this Agreement before 

proceeding.  In the event that the request is not covered by the Agreement, the Service Provider’s resource will 

contact the after-hours Client authorized representative for approval.  The client-authorized representatives are 

identified during the onboarding process and are defined in Appendix 2 of this Agreement.   

 

The Client After-hours Representative defined within this agreement can: 

 

1. Ask the Service Provider’s resource to defer the request for regular business hours 

2. Approve the request and any charges for out-of-scope services and support 

3. Decline the request for out-of-scope services and support 

 

If the Service Provider is unable to reach the Client After-hours Representative then the Service Provider will 

continue despite charges, to further prevent damage to systems. 

 

3.2 Support Escalation Process 
 

The Service Provider’s resources will respond, action, and/or resolve monitor alerts and support requests from the 

Client.  The Service Provider’s representatives follow internal processes to involve higher-level representatives 

when necessary.   

 

The Service Provider strives to maintain a single point of contact with the Client for every incident.  Internal 

escalations will occur seamlessly without the involvement of the Client or the end-user.  The Service Provider’s 

initial representative will remain the primary point of contact for the Client, until a satisfactory resolution of the 

Client’s request occurs unless otherwise communicated by the representative.  

 

In the event the Client would like to escalate a support/service request they can contact the Service Provider by 

phone or email.  The Service Provider will work with the Client to re-evaluate how the request is classified.  In the 

event that re-evaluation does not adjust the request’s priority classification, the Service Provider will strive to 

accommodate the request but is only able to do so on a best effort basis.  The required service level in this 

instance will not change even if the Service Provider’s best effort accommodation of the escalation is provided.   

 

3.3 Service Onboarding Process 
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The Service Provider will begin to enable and provision the services defined within this Agreement, upon execution 

of this Agreement.  This process is referred to as ‘onboarding.’  This process takes place over the first 45-90 days of 

a relationship.  

 

The summary of steps the Service Provider will take to provision the Client for service include but are not limited 

to:  

 

1. Addition of Client details to the Service Provider’s Professional Services Automation/ticketing tools 

and remote monitoring and management tools.   

2. Deployment of the Service Provider’s remote monitoring and management technology to the Client’s 

IT Assets.  (Workstations and Servers) 

3. Assessment of Client’s business, needs, pain points, and technology.  

4. Documentation of Client’s business, needs, and technology.  

5. Configuration of Service Provider’s tools to meet the contractual obligations defined within this 

Agreement.   

6. Maintenance windows, key contacts, reporting requirements, and communication requirements are 

established between the Client and the Service Provider.  

7. A scheduled business and service review is scheduled around forty five (45) days following the 

execution of this Agreement. 

8. Documentation on the support request, onboarding, and escalation process are provided to the 

Client.  

9. The Service Provider’s team is brought up to speed on the Client’s environment and business.   

10. The Client’s end-users are informed and educated on how to successfully work with the Service 

Provider and service expectations are shared.   

11. The Service Provider develops and proposes a project plan to bring the Client up to the Service 

Provider’s current serviceability standards.   

12. The Service Provider begins to execute any and all approved proposals to bring the Client to meet the 

current serviceability standards.   

13. The Service Provider continues to work with the Client to alleviate any known or discovered pain 

points with the Client’s IT Assets or IT Environment.   

14. Recurring reporting requirements are established and configured within the Service Provider’s tools.   

15. A forty five (45) day business and service review is completed.  Upon the completion of this review 

and the mutual agreement of both parties, the onboarding period ends.   

 

3.4 Approving Uncovered/Out of Scope Services 
 

The provisions and terms defined in 2.8 General Coverage Exclusions describe when the following process is 

necessary.   

 

• The Service Provider submits a quote or request to the Client’s ‘approver’ contact(s) that is defined in 

Appendix 2 via email.   

a. The Client’s ‘approver’ contact(s) approves the quote or emailed request.  

i. The Service Provider provides the services or products defined within the quote.  

ii. The Client is invoiced for these services following the original billing schedule.  (1st of the 

month)   
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b. The Client’s ‘approver’ contact(s) decline the quote or emailed request.   

i. The Service Provider provides an alternative approach or quote and if no alternative can 

be provided the Service Provider will inform the Client accordingly.   

1. The Client approves the alternative approach, 

2. The Service Provider provides the services or products defined within the 

alternative approach or quote.   

ii. In the event that no alternative can be offered the issue will be logged and discussed 

during the next virtual CIO or business review meeting.   

 

4.0 Client Responsibilities 
 

4.1 General Responsibilities 
 

• The Client will conduct business with the Service Provider in a professional and courteous manner.   

• The Client will provide the Service Provider with payment for all service and support costs.   

• The Client shall obtain and maintain any and all necessary licenses for software, IT Asset(s), or 

services (including cloud services) being leveraged within the Client’s IT environment(s). 

• The Client will provide adequate workspace and facilities for use by the Service Provider’s 

representatives as reasonably required by the Service Provider.   

• The Client shall inform the Service Provider of all health and safety rules and regulations that apply at 

its locations and co-operate with the Service provider to define these within Appendix 2.   

• The Client agrees to pay any and all agreed upon charges, fees, and/or costs upon the schedule, 

terms and conditions defined within this Agreement.   

• Client agrees to provide high-speed access to the internet and adequate electrical power, cooling, 

and space necessary to operate hardware and monitoring software.   

• Client agrees to grant access to data for the Service Provider to perform service responsibilities 

 

4.2 Service Onboarding and Review Responsibilities 
 

• The Client, with reasonable effort, will provide all necessary, pertinent, accurate, and complete 

information, documentation, and knowledge that the Service Provider needs to successfully provision 

and provide the services detailed within this Agreement prior to the start of those services.  This 

includes: 

o Any and all documentation associated with the covered IT environment(s) and asset(s); 

o Any and all software installation media for covered software and applications 

• The Client agrees that maintenance window(s) must be established and honored to allow for proper 

maintenance of the IT environment and IT assets and further agrees to cooperate with the Service 

Provider to establish, define (within Appendix 2 of this Agreement) and agree on any and all 

necessary maintenance windows for the Client’s IT environment.   

o Maintenance windows are defined periods during which planned outages, changes, and 

maintenance of production IT assets may occur.  Their purpose is to allow end users to plan 

and prepare for times of possible disruption and/or change.  Client approval is not required 
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or sought during defined windows unless explicitly indicated otherwise, and this condition 

may increase monthly contractual costs.  Maintenance windows and system outages are to 

be defined within Appendix 2. 

• The Client agrees that key representatives, within their business, must be established and defined 

within Appendix 2 of this Agreement so that the Service Provider can receive any necessary 

supplementary support from the Client.  The supplementary support includes but is not limited to: 

o Approval for charges and/or out of scope products and services quoted.   

o Approval for emergency maintenance.   

o Reasonable “hands-on” co-operation with the Service Provider’s service/support 

representative when diagnosing and addressing service requests and other issues. 

▪ The identified on-site technical contact will work with the Service Provider on 

critical issues for as long as necessary.  Even though the Service Provider strives to 

be as minimally invasive, on-site and hands on involvement of the identified on-site 

technical contact will occasionally be necessary.  

o Receiving updates on extended outages or unresolved issues. 

o Scheduling for project and support services. 

o Being informed of critical issues after hours and approving after hours service or deferring 

service until regular business hours.  

• The Client will co-operate with the Service Provider during onboarding and on a quarterly basis to 

evaluate backups, disaster recovery strategy, and business continuity plans to ensure that data 

backups are complete and adequately protect the Client’s Business.   

• The Client will co-operate with the Service Provider during onboarding and on a quarterly basis to 

review: 

o The services provided by the Service Provider over the previous quarter.   

o The direction of the Client’s business to ensure IT remains in alignment.  

o If additional services and/or products are necessary to meet the Client’s business and IT 

needs.   

o The state, status, and health of the Client’s IT Environment(s) and IT Asset(s).  

o The continued integrity, completeness, and validity of this Service Level Agreement.   

 

4.3 Service & Support Responsibilities 
 

• The Client will use the appropriate means of contact to request service and report issues as defined in 

Section 3.0 Service Process. 

o The Client’s end users will not contact the Service Provider’s service/support representatives 

directly and will follow the process defined in Section 3.0 Service Process. 

• The Client will provide all pertinent information required to open a service/support request.   

• When opening a service/support request the Client will work with the Service Provider to accurately 

classify the request’s impact and severity so that its priority and SLA requirements can be accurately 

established. 

• Once a request for service/support has been successfully submitted the Client will provide reasonable 

availability of its representative(s) to co-operate with the Service Provider’s service/support 

representative(s) assigned to the request. 
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o The Service Provider’s service/support representatives strive to address requests without 

involving the Client’s end users.  So long as the request can be diagnosed and addressed in a 

reasonable time frame without the end user’s assistance.    

• The Client shall allow the Service Provider access and usage rights to all relevant IT Environments and 

IT Assets as reasonably required by the Service Provider to provide its services and support.   

• In the event that the Service Provider requires the decision, approval, consent, authorization, or any 

other communication from the Client in order to provide any of the services (or any part thereof) 

described herein, the Client will be reasonably diligent to provide the same in a timely manner.   

o The Service Provider is not liable or at fault for any impact(s) caused by a delay in any 

requested approvals from the Client.  This includes but is not limited to impacts to service 

performance levels and requirements.    

• The Client will promptly notify the Service Provider of any events or incidents that could impact the 

services defined within this agreement and/or any supplemental service needs.  

• The Client agrees to not permit any changes or modifications to be made to the covered IT 

Environment and IT Assets by any party other than those authorized by the Service Provider.   

• The Client agrees to inform the Service Provider of any modification, installation, or service 

performed on the covered IT Environments, listed in Section 1.0 Coverage Summary, by individuals 

not employed by the Service Provider. (Both authorized and unauthorized parties)  

 

5.0 Service Provider Responsibilities 
 

5.1 General Responsibilities 
• The Service Provider will conduct business with the Client in a professional and courteous manner.   

• The Service Provider shall provide reasonable effort to accommodate any changes to offered services 

that may be requested by the Client, and any adjustments made to the services defined within this 

Agreement can result in changes to the fees and charges detailed herein.  Any changes to the 

Agreement, including adjustments to fees, are subject to the Client and Service Provider’s mutual 

acceptance.   

• The Service Provider is responsible for ensuring that it complies with any and all statutes, regulations, 

byelaws, standards, codes of conduct, compliances, and any other rules relevant to the provisioning 

of the services defined within this Agreement.  

• The Service Provider will leverage several software applications to provide the Services defined within 

this Agreement and will attempt to comply with any and all end user license agreements which relate 

to those software applications. 

 

5.2 Service and Support Responsibilities  
 

• The Service Provider will log all information from the Client required to adequately document any 

service, support requests, maintenance, and communications. This information includes but is not 

limited to; contact information, the nature of the request, the business impact and severity, and 

involved or impacted IT Assets.  
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o The Service Provider will leverage and maintain its own ticketing system, or professional 

services automation (PSA) tool, for updating, tracking, measuring, and closing Client 

support/service requests, maintenance responsibilities, projects, and monitor alerts.  

• The Service Provider will provide the Client with the services defined in Appendix 3, on the IT Assets 

and locations outlined in Section 1.0 Coverage Summary, during the covered hours and days defined 

in Section 1.0 Coverage Summary.   

o These services will be provided remotely and at the Service Provider’s sole discretion can be 

provided on-site when necessary.  Travel fees and out of scope rates can apply as defined in 

Section 1.0 Coverage Summary. 

o It is the responsibility of the Service Provider to meet the service level requirements and 

response times defined in Section 1.0 Coverage Summary and Appendix 3.   

o It is the responsibility of the Service Provider to ensure its resources can provide its services 

with reasonable skill and care.  

o The Service Provider is not responsible for failure to provide the services detailed herein at 

defined service levels in the event that circumstances out of the Service Provider’s control 

impede the delivery of service, including, but not limited to, acts of God.    

• The Service Provider can provide the Client with out of scope services at the Service Provider’s sole 

discretion and capability.  Out of scope fees and charges defined in Section 1.0 Coverage Summary 

apply to any out of scope services provided.  

• It is the responsibility of the Service Provider to notify the Client of any scheduled or unscheduled 

emergency maintenance.   

• It is the responsibility of the Service Provider to keep the Client’s end users up to date on any 

unresolved service and support requests from them.   

o Automated emails, calls, chats and other communications will be leveraged to keep the end 

users reasonably up to date. The frequency of these communications are defined in 

Appendix 3.   

• The Service Provider will attempt to resolve service and support requests from the Client remotely, 

without interrupting the end user, unless otherwise requested by the Client when submitting a 

request.  

• The Service Provider will attempt to resolve service and support requests from the Client over the 

phone on the first call, when unable to resolve the request without interrupting the Client’s end user.   

• The Service Provider will escalate support requests to the next level of internal support within the 

Service Provider’s organization upon approach of established resolution targets defined in Section 1.0 

Coverage Summary and Appendix 3.   

o The Service Provider will attempt to maintain the initial technician as the primary contact for 

the Client throughout the escalated support process.  The higher level teams will partner 

with the initial contact to troubleshoot, diagnose, and resolve the request.  The goal of this 

process is to provide the Client’s end users a single point of contact for each request.   

• The Service Provider will obtain the Client’s approval before closing any support or service request 

tickets.  
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6.0 Monthly Charges, Fees, and Payment 
 

6.1 Monthly Service Charges  
 

Client is purchasing the Service Provider’s Information Technology Services under this Agreement for the charges 

and fees outlined in Section 1.0 Coverage Summary.  Said charges shall be invoiced by the Service Provider and 

paid in monthly installments by the Client with the first installment due upon execution of this agreement. Each 

payment thereafter shall be due the first day of each calendar month, with payment expected within 5 business 

days following the due date.  Any additional billing charges will be invoiced at the end of each month, with 

payment expected within five (5) days, unless otherwise specified by the Service Provider.  

 

Services provided hereunder shall be assessed against this Client as provided herein.   

 

Services shall be charged against the Client in accordance with the terms and conditions outlined within Section 

1.0 Coverage Summary, within Section 6.0 Monthly Charges, Fees, and Payment, and within the Services 

Agreement between both parties. 

 

6.2 Invoice and Payment 
 

The Service Provider will invoice the Client for covered service charges due in accordance to the terms and 

conditions defined within this Agreement and processed via credit card. 

 

The Client will pay any and all legitimate and/or agreed-upon service fees and charges due upon receipt of the 

relevant invoice from the Service Provider.   

 

The Client will, in addition to the other amounts payable under this Agreement, pay all sales and other taxes, 

federal, state, or otherwise, however designated, which are levied or imposed by reason of the services provided 

pursuant to this Agreement. Without limiting the foregoing, Client will promptly pay to Service Provider an amount 

equal to any such taxes actually paid or required to be collected or paid by Service Provider. 

 

When a payment under this Agreement is not on a business day (Monday to Friday), it may be paid on the next 

following business day.   

 

Excluding any relevant taxes or fees withheld by law, any and all sums due under this Agreement shall be paid in 

full without any set-off, counterclaim, deduction, or withholding  

 

The Service Provider reserves the right to refuse, suspend, or even terminate service under this Agreement in the 

event the client has failed to pay any invoice within five (5) days of said invoice date, whether it be an invoice for 

services provided under this Agreement or any other Agreement between the Service Provider and Client.   

 

6.3 Onboarding Fees 
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Any additional billing charges will be invoiced on the first of each month, with payment expected within five (5) 

days, unless otherwise specified by Service Provider. 

 

6.4 Out of Scope Service Fees 
 

It is understood and agreed upon that any and all Services requested by the Client that fall outside the terms of 

this Agreement will be considered Projects, and will be quoted and billed as separate, individual Services.   

 

Any supplemental services provided by the Service Provider which are outside the terms of this Agreement, 

including but not limited to, any maintenance provided beyond normal business hours and services in excess of the 

included services purchased herein, shall be charged to CLIENT as an additional charge in accordance with the 

terms and conditions as outlined in Section 1.0 Coverage Summary and Section 6.0 Monthly Charges, Fees, and 

Payment. Any additional billing charges will be invoiced on the first of each month, with payment expected within 

five (5) days, unless otherwise specified by Service Provider. 
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7.0 Acceptance 
 

This Service Agreement covers only the locations, IT Assets, Services, Onsite Services, Service Hours, and Covered 

Days defied within this Agreement. The addition of locations, IT Assets, Services, Onsite Services, Service Hours, 

and Covered Days not outlined in Section 1.0 Coverage Summary at the signing of this Agreement, if acceptable to 

Service Provider, shall result in an adjustment to the Client’s monthly charges.   

 

IN WITNESS WHEREOF, the parties hereto have caused this Service Level Agreement to be signed by their duly 

authorized representatives as of the date set forth below.   

 

 

 

 

  

Debugged Tech Services, LLC (Service Provider)  (Client Name). (Client) 

Signature:   Signature:   

Printed Name:    Printed Name:   

Title:  Owner Title:   

Date:   Date:   
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8.0 Payment Information  

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Pre-Authorized Payment Agreement 

Debugged Tech Services, LLC will send you an email with a link to complete the Pre-Authorized Payment 

Agreement forms. 
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Appendix 1 – Definitions 
For the purposes of this Agreement, the terms below are generally defined as follows:  

 

 

 

 

  

Term(s) Definition 

Client portal 

The Client Portal is a website connected to the Service Provider’s Professional Services Automation (PSA) tool or 
the Service Provider’s Remote Monitoring and Management (RMM) tool.  This site gives access to 
service/support requests with ticket creation, review, and update tools.   Upon request the Service Provider can 
create user accounts for a Client’s end-users and key contacts.   

Dispatch 
The Service Provider will occasionally need to send its representatives on-site to address service/support 
requests.  The process of scheduling and sending the Service Provider’s representative is referred to as Dispatch.   

End-user 
An end-user is referred to a Client’s colleagues, staff members, and any/all users of the Client’s IT Assets and IT 
Environment.   

Information 
Technology Services 
Solutions 

The Service Provider classifies the Services they provide as described in Appendix 3.  Each individual Service can 
be referred to as an Information Technology Services Solution.   

IT Asset 
IT Asset refers to any technical resource, generally within a Client’s environment, and includes both physical and 
digital resources.  This includes but is not limited to workstations, servers, network devices, software, 
applications, licenses, cloud subscriptions and any other peripheral devices that are technical in nature.   

IT Environment 
IT Environment refers to the collection of IT Assets and their complete configuration at a Client’s location/site.  
This includes but is not limited to all IT Assets, the Client’s network, the Client’s Windows Domain, the Client’s 
Software Installations, the Client’s Hardware Configurations, IT Strategies, IT Plans, and/or IT Processes.   

Monitors 
Monitors are the IT Resources the Service Provider uses to discover and receive alerts about a Client’s IT 
Environment and Assets.  They detect and alert on issues detected, warnings, errors, and when thresholds for 
known issues are exceeded.   

Onboarding 
Onboarding is referred to the process and period in which the Service Provider is establishing their services 
within a Client’s IT Environment(s).  This is usually a 45-90 day period that includes several steps to ensure the 
successful and effective implementation of the Service Provider’s services.   

On-site 
The Service Provider will occasionally need to send its representatives on-site to address service/support 
requests.  On-site refers to when a Service Provider’s representative is providing services at the Client’s 
site/location.   

Out of scope 
Out of Scope refers to any and all services, support requests, charges, costs, fees, products, licenses, and other 
coverages that do not fall under the scope of this agreement.  Out of Scope implies that additional charges, fees, 
or expenses will be necessary.   

Period of Service This refers to any and all periods or lengths of time where the Client is covered by this Agreement.   

Serviceability 

Serviceability refers to the health and state of an IT Asset or to the Client’s IT Environment.  Serviceability refers 
to the ability of the Service Provider to cover a given IT Asset or aspect of the Client’s IT Environment.  In most 
scenarios, when serviceability standards and conditions cannot be met, any and all services involving those 
assets or aspects of the IT Environment will be treated as out of scope.   

Tray icon 

The tray icon is an icon that is part of the Service Provider’s remote monitoring and management (RMM) 
platform and its included agent software.  This software is deployed to the Client’s managed 
workstations/servers/mobile devices and provides tray icon access to the Service Provider’s services.   It includes 
the ability for Client end-users to submit support/service requests to the Service Provider.   

Network Devices 
Network Devices refer to IT Assets that include but are not limited to; firewalls, switches, routers, gateways, 
network cables, hubs, wireless gateways, and wireless access points.  
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Appendix 2 – Key Contacts 
 

Key Client Contacts 

Contact Role Role and Responsibilities Summary Contact Information 

Client On-site 
Technical Contact 

To work with the Service Provider to 
address service/support requests and 
other technical issues with the IT 
Environment or IT Asset.  The 
individuals identified as Client On-site 
Technical Contacts will act as the eyes 
and ears for remote representatives of 
the Service Provider.  It is assumed 
that any/all contacts identified as 
Client On-site Technical Contacts are 
also Client Approver(s), even when 
not explicitly defined as such within 
this Appendix. 

 
Contact Name:   
Contact Office Phone:  
Contact Cell Phone:  
Contact Email Address:  
Contact Exceptions:  
 
 
 

 
Contact Name:   
Contact Office Phone:  
Contact Cell Phone:  
Contact Email Address:  
Contact Exceptions: 

 

 
 

Client After-hours 
Representative 

To be available for contact after 
regular business hours as identified 
within Section 2.0 Contract Summary.  
It is assumed that any/all contacts 
identified as Client After-hours 
representatives are also Client 
Approver(s), even when not explicitly 
defined as such within this Appendix. 

 
Contact Name:   
Contact Office Phone:  
Contact Cell Phone:  
Contact Email Address:  
Contact Exceptions:  
 
 
 

 
Contact Name:   
Contact Office Phone:  
Contact Cell Phone:  
Contact Email Address:  
Contact Exceptions: 

 

Client Approver 

Client representatives with the 
Authority to approve Out of Scope and 
uncovered services or fees.  This 
includes any and all of the costs, 
charges, expenses, and/or fees 
associated to the approval.  Unless 
otherwise defined with the Approver’s 
Contact Information within this 
Appendix.  E.G.  John Smith Approval 
Limitation = $150.00/Incident.  

The Client agrees to pay any/all 
charges associated with services or 
requests approved by the Client 
Approver(s) defined herein.   

 
Contact Name:   
Contact Office Phone:  
Contact Cell Phone:  
Contact Email Address:  
Contact Exceptions:  
 
 
 

 
Contact Name:   
Contact Office Phone:  
Contact Cell Phone:  
Contact Email Address:  
Contact Exceptions: 

 
 
Contact Name:  
Contact Office Phone:  
Contact Cell Phone:  
Contact Email Address:  
Contact Exceptions: 

 

 



28 

 

28 
 

Appendix 3 – Detailed Coverage 
 

This 3rd Appendix of this Service Level Agreement provides summarized descriptions of each of the services 

covered by this Agreement.  These definitions are provided for convenience only, and do not describe the specific 

coverages provided by this Agreement.  For specific coverages review the group for each service.   

 

Group 1: Reduce Risk and Improve Security 

Service Summary Service Description Coverage Detail 

Antivirus Management     
The service of using an Antivirus solution to improve an IT Environments security against 
spyware, malware, trojans and viruses. Includes deployment, configuration, regular 
scanning, definition updates, and some infection remediation.  

See Group 1  (A3.1) 
for coverage detail 

Backup Management         
The service of using a backup product or suite to backup critical data within an IT 
Environment.  Includes configuration, scheduling, management of data backup processes, 
test restoration, and actual data/file restoration.   

See Group 2 (A3.2) 
for coverage detail 

Disaster Recovery                

This service is an extension of Backup Management as described above.  It is the 
management of the backup and recovery processes to return a client to full operation 
after a catastrophic interruption using one or more backup solutions.  (This service is 
provided at multiple levels of service/quality/cost, depending on the Client’s needs and 
requirements.) 

See Group 3 (A3.3) 
for coverage detail 

Identity Management        
Creation, deletion and ongoing management of user accounts, permissions and access 
levels across a Client's IT environment.  This service is commonly packaged with Helpdesk 
services.    

See Group 4 (A3.4) 
for coverage detail 

Patch Management          

A strategy for managing Microsoft Windows patches and updates, and service packs. 
Includes assessment, testing, deployment, and review of patches/updates.  (This service 
is provided at multiple levels of service/quality/cost, depending on the Client’s needs and 
requirements.) 

See Group 5 (A3.5) 
for coverage detail 

 

Group 2: Promote Productivity and Performance 

Service Summary Service Description Coverage Detail 

Server Management 
Maintenance and monitoring of hardware and software on Windows Servers to ensure 
optimal functionality. (Recommended packaging with; Antivirus Management, Backup 
Management, Disaster Recovery, Patch Management, and Software Management) 

See Group 7 (A3.7) 
for coverage detail 

Workstation Mgmt 

Maintenance and monitoring of hardware and software on Windows Workstations and 
Laptops to ensure optimal functionality. (Recommended packaging with; Antivirus 
Management, Backup Management, Disaster Recovery, Patch Management, and 
Software Management) 

See Group 8 (A3.8) 
for coverage detail 

Network Management 
The service of managing the configuration, operation, and health of an IT Environment’s 
network.  This includes configuration of various network devices, internet connectivity, 
dns settings, vpn setup and configuration, and troubleshooting.   

See Group 9 (A3.9) 
for coverage detail 

Software Management 
Tracking, deploying, configuring, monitoring, and management of covered software in 
the client's environment.  This service is commonly packaged with workstation and server 
management.  It is also has some overlap with IT Asset Management.  

See Group 10 (A3.10) 
for coverage detail 

Helpdesk 

A single point of contact for a client to receive service and support. This includes triage, 
escalation, problem management, and level one/two/three levels of technical support. 
(Recommended packaging with the following other user-centric services; identity 
management and email management.) 

See Group 11 (A3.11) 
for coverage detail 

Cloud Services 
Provisioning and management of 'Cloud' internet technologies for clients. If any specific 
cloud services are being managed they will be described in Group 12 of this Appendix.   

See Group 12 (A3.12) 
for coverage detail 

Email Management 
Monitor and maintain email availability, spam filtering, and malware filtering. This service 
is commonly packaged with Helpdesk services.    

See Group 13 (A3.13) 
for coverage detail 

Printer Management 
Management of the access and deployment and configuration of network printers to 
ensure correct and reliable usage of network printers on the Microsoft domain. 

See Group 14 (A3.14) 
for coverage detail 
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Group 3: Guide IT Strategy & Business Alignment 

Service Summary Service Description Coverage Detail 

IT Procurement 
Assistance in purchasing, procurement, and acquisition of IT Assets, including hardware, 
software, licensing, and cloud services.   

See Group 15 (A3.15) 
for coverage detail 

IT Policy Management³        
Assist in developing, managing and maintaining standards that govern the use of the 
Client IT Environment and IT Assets. This includes network, internet, and access to data. 

See Group 6 (A3.6) 
for coverage detail 

Vendor Management 
Assistance with developing and maintaining vendor relationships.  Includes the 
management of support requests with Managed Vendors detailed in Group 16.  

See Group 16 (A3.16) 
for coverage detail 

IT Asset Management 
The discovery, inventorying, tracking, and management of IT assets during and 
throughout their life cycle. 

See Group 17 (A3.17) 
for coverage detail 

Training 
Technology training services which focus on active use of business applications in today’s 
modern office.  

 

Compliance 
Advisory services to assist clients with technology needs and configuration with 
regulatory agencies which dictate data control in their industry 

 

IT Consulting/Virtual CIO 
Advisory services to help clients assess technology strategies to ensure they align with 
business strategies. 

See Group 18 (A3.18) 
for coverage detail 
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