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Computer Network Support Service Level Agreement

Service Level I:  Business hours per call basis.

Level I computer network support service is on a “per call basis” Monday through Friday (excluding holidays) from 9:00AM to 6:00PM (business hours) and the service rate is $90/hr via on-site or phone support, and time is kept on a portal to portal basis. There is a 1 hour minimum on-site per call incident; telephone support will be billed in 30 minute increments.  Each call will be handled in the order in which it was received with no guaranteed response time.  After hours or any service hours outside of business hours will be invoiced at double the Service Level I rate.

Service Level II:  Business hours contract rate basis.

Level II computer network support service is on a contract rate basis Monday through Friday (excluding holidays) from 9:00AM to 6:00PM and is charged at the rate of $450/mo.  Unlimited phone and remote support is covered.

1 free on-site service per month after that on-site service is invoiced at the Service $90/hr, and time is kept on a portal-to-portal basis plus travel expenses. There is a 1 hour minimum per call incident for on-site service. Each call will be handled in the order in which it was received with a 4 hour response time.
Service Level III:  Twenty-four hour contract rate basis.

Level III computer network support service is on a contract rate basis with 24 hours/day support 7 days/week including holidays and is charged at the rate of $800/mo.  Unlimited phone remote support is covered.

3 Free on-site serivce per month after that on-site service is invoiced at $30/hr and time is kept on a portal to portal basis plus any travel expenses. There is a 1 hour minimum per call incident for on-site service. Each call will be handled in the order in which it was received with a 4 hour response time.  

Exclusions:  Equipment or line moves are not covered. Lightning or any catastrophic events are not covered charges and should be handled via a computer insurance or premise policy.  Parts or equipment components are not covered. 
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Terms and Conditions:
Luyet Computer Company agrees to provide and Client agrees to accept, computer network support services, at the rates written herein, in accordance to the terms and conditions of this agreement.  The term is 1 year from the date of this agreement. Luyet Computer Company will provide written notice 60 days in advance of any changes made to the rates written herein or any changes in terms or conditions of this agreement.  Any party my cancel this agreement immediately upon written notice if there is a failure to perform by the other party to comply with the terms and conditions of this agreement, including failure of Client to pay in accordance with the terms of Luyet Computer Company’s invoices, or if Client makes assignment for the benefit of creditors.  If this agreement is cancelled, any unpaid charges made under this agreement will become due immediately.  Client agrees to provide Luyet Computer Company full access to the computer and computer network as well as adequate and safe working space and facilities.  The standard current service rate of Luyet Computer Company is $125/hr for any items not covered by this agreement and is subject to change with 30 days written notice.  Luyet Computer Company’s maximum liability and the Client’s sole remedy regardless of the form of action taken, whether in form of tort or contract/agreement, shall not exceed the value of one year of the service charges invoiced to Client.  In no event will Luyet Computer Company and its employees, subcontractors, and agents, shall be liable for any lost profits, lost savings or other indirect, incidental or consequential damages, even if Luyet Computer Company had been advised of any possibility of such damages, and regardless of the cause of such damages, or for any claim against the Client by another party.  Luyet Computer Company will not be under any liability for any loss, cost or damages caused from any source beyond Luyet Computer Company’s control including lightning, power surges, transcends, brown outs, or any other form of damage or catastrophic events.  This agreement contains the full agreement and supersedes all previous communications either written or oral.  This agreement is governed by the laws that apply in the State of Arkansas. 

Date: __/__/20__      Service Level: ___     Optional Hosting Service: ___

Client: ___________________________________________________________

Authorized Signature: _______________________________________________

Title: _____________________________________________________________

Luyet Computer Company, Inc.

Authorized Signature: _____________________________Title: ______________

