


USER SERVICE DESK 

Users will have access to the Agenda IT Managed Service Desk {MSD) for resolving technical support 

requests {TSR's). 

• Authorised users will be finalised and listed prior to starting the MSD service.
• Users will be able to register TSR's by calling our customer service number, 01858 450470, or by

emailing support@agenda-it.co.uk 

• The goal will be to resolve user problems remotely and get the user up and running ASAP.
• Remote access to all user machines will allow technicians to work on an issue without the need

for user interaction. 
• Records of each call made to the MSD, and the effort required to resolve it will be kept.

Management reports will be made available and reviewed on a monthly basis. 
• Users can access the service desk from 7.30 a.m. to 5.30 p.m. Monday to Saturday, Users can

email the service desk 24/7, emails sent out of service hours will be dealt with on a best 

endevours service. 
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SERVER MANAGED SERVICES 

A Domain Controller/ File & Print server will be configured and managed in a tier 2 data centre. Existing 

on site servers (Eg Sync Servers) will also be managed . 

• The servers will be configured to send status messages and alerts to our network operations

center (NOC). These status messages will be monitored. 

• If a problem is detected, we will attempt to resolve the problem using an escalating series of

actions. 
• If the problem requires extensive work to resolve, and falls outside the scope of this agreement,

we will prepare a separate budget for your approval. An example would be if a system that is 

out of warranty experiences a hardware failure and needs to be repaired. 
• We will update relevant software and hardware components on each covered machine with

certified manufacturer updates, patches and/or fixes, as they are made available. Prior to 

updating your systems, we will test updates to ensure they do not adversely affect technology 

operations 
• We will monitor critical fileserver logs, Internet access, the Exchange e-mail system, tape backup,

virus logs, switches and the UPS. 

• We will maintain fileserver virus updates, the tape database, storage, the e-mail post office,

operating system patches, server monitoring agents, performance, availability and other 

relevant system resources. 
• Agenda IT guarantees in the event of a hardware failure, an OS security exploitation, or a server­

side virus infection that you will not be billed for the labor required to restore your server to the 

point provided by the last good and available backup. Furthermore, the customer reserves the 

right to request that the disaster recovery service be delivered during business hours, nights, 

and/or weekends. Agenda IT will attempt to the best of its available resources to meet the 

customer's scheduling requests. 

a. Servers will be available from 24/7

b. Server maintenance will be applied after 7p.m. Monday to Saturday, or on Sundays. AT a

time agreed with customer 
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MSD - DESKTOP MANAGED SERVICES 

Agenda IT will perform managed services on customer's supported user machines. 

• A final list of supported machines will be provided after our system audit is complete and

reviewed with you. 
• If remediation services are needed to resolve specific machines issues, they will be covered

under a separate remediation agreement. 

• All machines covered under this agreement will be standardized to support only those

applications required by the business. Once a machine is standardised, it will be locked down so 
no modifications can be made by anyone. Requests for modifications can be submitted to the 

help desk and reviewed on an as needed basis. 
• If a machine is not covered under a valid manufacturer warranty, and it is not possible to

remediate machines issues, you may have to purchase a replacement machine or the machine 

will not be covered under this agreement. 
• Desktops will be available from 24/7.

• Desktop maintenance will be applied after 7p.m. Monday to Friday, or on weekends, at a time

agreed with customer 

What is Covered and Not Covered 

• Parts and labor are covered for all TSR's and managed services tasks executed on end user

standard machines holding a valid manufacturer's parts and labor warranty. 

• Parts and labor are not covered for machines or other devices that do not have a valid

manufacturer warranty. For example, an end user calls and registers a call that their hard drive 

is broke. After responding to the call, we determine the hard drive is broke, and the machine is 

not under warranty. We will respond to the call to determine this information and then 

generate a budget to resolve the hard drive hardware problem on the out of warranty device. 

• If a machine or is under warranty, we will manage the manufacturer technical support resources

to repair the broken hardware and then we will restore the device to working condition using 

standard machine restoration services .. 

• Roi louts of new PC's or laptops, prototypes of devices not previously in use at customer's, capital

projects and other items not specifically mentioned here, are not covered under this MSD 

budget. These items will be budgeted under separate cover, as needed, with separate approvals 

required. 





SERVICE LEVELS 

To ensure problems or issues with covered machines do not impact the operation of the business, the 
following service levels will be provided: 

• 1 hour response to user email requests.
• If a user calls in, we will gather relevant information to resolve the problem during the initial call.
• 4-hour onsite response for when fileservers or core network hardware is not operational and

users cannot work. 
• Next business day response for when users cannot work due to machine problems that cannot

be resolved remotely. 
• Scheduled responses to non-critical problems, as needed.
• Each machine will be updated with suggested manufacturer updates within 14 days of release

and after testing reveals no issues with the updates. If there is an issue and we cannot execute 
system updates, we will inform you within the same time frame. 

• Servers will be available and accessible from 24/7.
• User desktops will be available from 24/7.
• Each user call and MSD task executed will be recorded. We will review the results of the MSD

services delivered. 
• A ticket will be issued for each incident and all tickets will be referenced in the monthly reports.

















11.0 GENERAL 

11.1 This Agreement shall not be assigned or transferred in any manner by the Customer without the prior written consent of 
the Company and any such assignment or transfer shall not excuse either party from liability for the due performance and 
observance of any provision expressed herein on their part to be observed or performed up to the date of assignment or 
transfer. The consent of the Company shall not be unreasonably withheld. The Company shall be entitled to assign or transfer 
the benefit of the Agreement. 
11.2 The Customer hereby waives all and any existing and future claims and rights of set-off against any payment due 
hereunder and agrees to pay the Fees and other amounts due hereunder regardless of any equitable set-off or cross-claim 
the Customer may have against the Company. 
11.3 The foregoing Terms and attached Schedule shall form the entire maintenance agreement between the Company and 
the Customer and may only be amended or supplemented in writing executed jointly by an authorised representative of the 
Customer and an authorised representative of the Company. 
11.4 The Company reserves the right to sub-contract the maintenance of any part of or all of the Equipment to third parties. 
11.5 The invalidity or unenforceability of any particular provision of this Agreement shall not affect the other provisions hereof 
and this Agreement shall be construed in all respects as if such invalid or unenforceable provision had been omitted. 
11.6 Any notice or other document to be given by delivering the same by hand or by sending the same pre-paid registered 
post, facsimile or telex to the address of the relevant party set out in this Agreement or to such other address as such party 
may have notified in writing to the address as such party may have notified in writing to the other. Any notice delivered by 
hand shall be deemed delivered the same working day and any notice sent by post shall be deemed in the absence of evidence 
of earlier receipt to have been delivered 2 working days after dispatch, and in proving the fact of dispatch it shall be sufficient 
to show that the envelope containing such notice was properly addressed, stamped and posted. Any notice sent by facsimile 
shall be deemed to have been delivered on the first working day following its dispatch. The working day shall be construed as 
Monday to Friday 09.00 to 17.00 hours, excluding Public and Bank holidays. 
11. 7 Neither party shall be liable to the other for any delay, loss or damage caused by acts of God, strike, civil commotion,
war, fire, explosion, sabotage, storm or flood. 
11.8 No term of this Agreement is intended expressly or by implication or other inference to purport to confer a benefit or right 
of action upon any third party. No such third party (whether or not in existence at the date of this Agreement) is named or 
described herein. The Contracts (Rights of Third Parties) Act 1999 is expressly excluded to the fullest extent permitted by law. 

11.9 This Agreement shall be governed and construed in accordance with the Laws of England and the parties submit to the 
jurisdiction of the English Courts. 

Signed for on behalf of Agenda IT Date 

Signed for on behalf of Customer  Date
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