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avigating Our P ip: Unveiling SLA,
ent Opti

Our commitment to« delivering unparalleled IT services extends ond the solutions

themselves; it en ses the entire experience of working wi fTouch Systems. This

erms, conditions, and

section aims to mprehensive understandi

progression of our ial collaboration.



Service Level Agreement (SLA)

Service Level Agreement (SLA) between SofTouch Systems (Service Provider) and XYZ Inc.

(Customer)

managed IT services, in

fTouch Systems will respond

following time frames:
incidents: 4 hours
b. b.Hi incidents: 8 hours

5. Resolution ts within the following

6. Reporting: So s to XYZ Inc. on the
performance of the ser
7. Escalation: If the service reque olved within the specified time frames, XYZ
Inc. may escalate the issue to the next level of support.
8. Termination: Either party may terminate this SLA upon 30 days' written notice.
Service Credits: In the event that SofTouch Systems does not meet the response times
outlined in this SLA, XYZ Inc. will be eligible for the following service credits:
a. Response time miss: 5% of the monthly service fee for each hour beyond the

agreed-upon response time.




This SLA is intended to provide a clear understanding of the level of service that SofTouch

Systems will provide to XYZ Inc. and to ensure that both parties have a clear understanding of

the expectations and responsibilities.

Monthly or Annual Fees

1.

Managed Services: This fee covers the cost of monitoring and managing a business's IT
infrastructure, including servers, workstations, and network devices. Ranges from $30 to
$300-per device per month, depending on the complexity of the network.

Managed Backup: This fee covers the cost of providing cloud-based services and
infrastructure, such as data storage and computing resources. Ranges from $40 to

$1,000 per month, dependin infrastructure and the services required.

naged Domain e e cost of custom domai

anges from $50 to $500 per account (limit 1 revis contract period),
ity of the backup and

: This fee
filter mali himpeded. This ensures

hat quickly identify and

that a co ce of a DDoS attack or
other cyb onth, depending on the
size and n
IT Consul

guidance, Bud

trategic IT planning and
ent, Vendor management,

IT governance and co t. IT Consultation ranges between




$100 to $200 per hr and charged per hour depending on the complexity of the
business needs. (total cost is a per client service and widely vary)
7. Business Reputation Services: This fee may include services such as monitoring online
mentions and reputation management, removing negative reviews;and improving search
engine rankings. BRS prices range from $1000 to $5000 per event depending on the
complexity of the service required. (service is in currently in beta testing)

ofTouch Systems c

either party gives written notice of term

the end of the contract term.

1. Renewal with ion: In this option, the contract will r he end of the term, but

the parties may re s and conditions prior to renewal. This

may involve adjus cture, or updating the

service level agree

2. Short-Term

months) at the en

shorter period (e.g. 6
ssess their needs and

adjust the agreem

3. Option to Renew: In this clause that gives either party the

option to renew the agreement fora s year) upon the end of the term.

4. No Renewal: In this option, the contract will not renew automatically at the end of the term.
Either party will need to initiate a new agreement if they wish to continue working together.

Payment & Refund Terms




Invoicing and Payment Schedule: SofTouch Systems will invoice XYZ client on a bi-annual or
annual basis, depending on the agreement. Payment is due within 15 days of receipt of the

invoice.

1. Payment Methods: The client can make payments by check, bank transfer, or credit card.

2. Late Payment Fees: If payment is not regeived within 30 days of the due date, a late fee of

he outstanding balance will

the MSP eement and cease providing servi

These payment terms-are just an example, and the specific payment terms for an MSP contract

will vary depending greement. It is important for the partj carefully review and

understand the pay entering into a contr

4. Refund Policy:
agreement may be ¢

uring which the entire
orked.

- Refunds fo nt for already worked

time, then refunded sts.

- Refunds for Ma ces will remain in effect

until the previously agreed upon e, unless you state your desire to

completely remove services from your m re this time.




***Please note that upon removal of services, Managed Backups storage will be
permanently deleted from our cloud storage provider. We will be glad to help you retrieve and
retain this data, at.your expense, before you remove services, but any needed data should be

retrieved before removal of services.

***Refunds will be issued via the method they were paid, except in the case of paper

eck, a bank check will be presented.

IT systems.

We believe that ou n and look forward to

the opportunity to g to your business. We
are confident that tisfaction will result in

a long and producti

Thank you for con We look forward to the

opportunity to serv




Next Steps

Review and Approval: We encourage you to review the proposal in detail andto let us know if
you have any questions or concerns:If you agree with the terms and conditions outlined in.the

proposal, please sign and return a copy to us.

duling: Upon receipt of ill schedule the implementation of

ill schedule regular review meeting

of our services and To discuss any changes or upgrades that may be nece rour team will

also assist you with th wal of your contract on an annual basis.

We look forward to w er. If you have any

questions or concerns,

Contact Inform

' Sof Touch Systems

Simplifying technology, maximizing results.



mailto:james@softouchsystems.com
mailto:derek@softouchsystems.com
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