Support Agreement

Totally Sure

Totally Sure - IT Software Support Agreement

Totally Sure is our top of the range, full support package for your business. It offers
unlimited 24 x 7 telephone, email and remote support. Sure IT will provide complete moni-
toring, alerting and monthly reporting all done remotely to minimise the disruption to your
business. By committing to Totally Sure, you are treated as a top priority customer.

The aim of the Totally Sure support package is to minimise the disruption caused to your
business by IT problems. This includes minimising system downtime, arranging upgrades
to take place out of hours and alerting you to potential issues before they cause problems.
In a nutshell, all aspects of your IT are managed by independently certified professionals
that are qualified to do so.

Totally Sure provides :-
° Agreed fixed monthly charge.

° 24 x 7 monitoring of your systems which covers all essential IT functions.
(Full breakdown is available on request.)

Free site survey including an inventory of equipment and network diagram.

Unlimited telephone, email and remote support.

Mutually agreed Service Level Agreements (SLA).

Support calls will be logged and tracked via our on-line ticket system.

All support calls are handled by a Microsoft Certified Professional (MCP) with

escalation to a Microsoft Certified Systems Engineer (MCSE) where

necessary.

. Clear monthly system health check reports with any recommendations.

. 1 hour on-site meeting per month to review monthly system report.

o As much as possible, all work to be conducted remotely to minimise
disruption.

o Advance warning of Virus / Security threats and invocation of counter
measures.

. Liaison with vendors and suppliers to increase understanding between
parties.

. All work outside of the support agreement, e.g. project work, hardware
upgrades etc, to be charged at a special discounted rate.

. Priority over non-contracted customers.

Terms
Support agreement costs are payable monthly (by direct debit), reviewable annually and
with a three month period of notice.

How to proceed

Call 0845 2570075(local rate call anywhere in UK) or email us at enquiries@sure-it.co.uk
to request a visit from one of our consultants. They will schedule an appointment to go
over the package and assess your current IT configuration.
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