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anaged Services — Full Agreement

TERM OF AGREEMENT

This Agreement between East End Prep, herein referred to as Client, and COMPUTER PROS s effective upon the date
signed, shall remain in force for a period of three years, and be reviewed yearly to address any necessary adjustments
or modifications. Should adjustments or modifications be required that affect the monthly fees paid for the
services rendered under this Agreement, these will be negotiated and agreed to by the Client and COMPUTER
PROS in advance. The Service Agreement automatically renews for a subsequent three year term heginning on
the day immediately following the end of the Initial Term unless either party gives the other thirty {30) day’s prior
written notice of its intent not to renew this Agreement,

a)  This Agreement may be terminated by the Client upon thirty {30} 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 thirty (30) days of receipt of such written notice.
Il.  Breaches any material term or condition of this Agreement and falls to remedy such breach within
thirty (30} days of receipt of such written notice.
. Terminates or suspends its business operations, unless 1t is succeeded by a permitted assignee
under this Agreement. _
b) i either party terminates this Agreement, COMPUTER PROS will assist Client in the orderly termination
. of services, including timely transfer of the services to another designated provider. Client agrees to pay
COMPUTER PROS the actual costs of rendering such assistance. Actual costs could include but are not
limited to: Training, data transfer, license transfers or equipment de-installation.
¢) Client agrees to allow COMPUTER 'PROS to assign, delegate, subcontract services to third party
competent contractors approved by COMPUTER PROS.

Fees will be $55.41 per month per faculty laptop, $200 per server (i applicable), $3.00 per student laptop plus
applicable taxes, invoiced to Client on a monthiy basis, and wilt becormne due and payable on the first day of each month,
Service, including but not limited to Network Accessibillty, wili be suspended if payment is not received within 45 days
following date due. Refer 1o Appendix B for COMPUTER PROS Managed Services covered by the monthly fee under the
terms of this Agreement. The project fee of $4000 and the first month’s managed services fee of $4000 will be due
upfront before services can be performed. This Agreerment will increase 3% annually.

It is understoad that any and all Services requested by Client that fall outside of the terms of this Agreement will be
considered Projects, and will be quoted and billed as separate, individual Services. An initial setup fee may apply, to
begin a proposed Project. Upon completion of the project, billing will begin effective immediately.

It is understood that any Federal, State or Local Taxes applicable shall be added to each invoice for services or
materials rendered under this Agreement. Client shall pay any such taxes unless a valid exemption certificate is
furnished to COMPUTER PROS for the state of use.
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Remote Helpdesk and Vendor Management of Client’s IT networks will be provided to the Client by COMPUTER
PROS through remote means between the hours of 8:00 am — 5:00 pm Monday through Friday, excluding public
holidays. Network Monitoring Services will be provided 24/7/365. All services qualifying under these conditions,
as well as Services that fall outside this scope will fall under the provisions of Appendix B.

Suppart and Escalation

COMPUTER PROS will respond to Client’s Trouble Tickets under the provisions of Appendix A, and with best effort
after hours or on holidays. Trouble Tickets must be opened via email to support@nashvillecomputerpros.com or
by phone if internet is upavailable. Each call will be assigned a Trouble Ticket number for tracking. Our escalation
process is detailed in Appendix A,

Service outside Normal Werking Hours
Emergency services performed outside of the hours of 8:00 am — 500 pm Monday through Friday, excluding
public holidays, shall be subject to provisions of Appendix B.

Limitation of Liability

In no event shall COMPUTER PROS be held liable for indirect, special, incidental or consequential damages arising
under this contract, including but not limited to loss of profits or revenue, loss of use of equipment, lost data,
costs of substitute equipment, or other costs.

COMPUTER PROS or its suppliers shall not be fiable for any indirect, incidental, consequential, punitive, economic
or property damages whatsoever {including any damages for loss of business profits, business interruption, loss
of data or other pecuniary loss) arising out of this Agreement

Service Disclaimer

Customer grants COMPUTER PROS authorization to view any data within the regular routine of the repair or
system improvement. Customer also authorizes COMPUTER PROS to reasonably delete, change, and/or rewrite
any necessary information to complete the system repair or improvement that is consistent with the standards
and practices in the industry.

ADDITIONAL MAINTE

Hardware/System Support

COMPUTER PROS shall provide support of all hardware and systems specified in Appendix B, provided that all Software
is Genuine, Currently Licensed, and Vendor-Supported. Should any hardware or systems fail to meet these provisions,
they will be excluded from this Service Agreement. Should 3% Party Vendor Support Charges be required in order to
resolve any issues, these will be passed on to the Client after first receiving the Client’s authorization to incur them.

Menitoring Services

COM’PUTER"PROS will provide ongoing monitoring of all critical devices as indicated in Appendix B. COMPUTER
PROS will provide monthly reports as well as document critical alerts, scans and event resolutions to Client.
Should a problem be discovered during monitoring, COMPUTER PROS shall make every attempt to rectify the
condition in a timely manner through remote means.

SUITABILITY OF EXISTING

Mnmmum Standards Reqwred for Services

in order for Client’s existing environment to qualify for COMPUTER PROS’ Managed Services, the following
requirements must be met:
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1. All Servers with Microsoft Windows Operating Systems must be running Windows 2008 Server or
later, and have all of the iatest Microsoft Service Packs and Critical Updates installed.

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

3. Al Server and Desktop Software must be Genuine, Licensed and Vendor-Supporied.

4. The environment must have a currently licensed, up-to-date and Vendor-Supported Server-based
Antivirus Solution protecting all Servers, Desktops, Notebooks/Laptogs, and Email.

5. The environment must have a currently licensed, Vendor-Supported Server-based Backup Solution that can
be monitored, and send notifications on job failures and successes.

6. The environment must have a currently licensed, Vendor-Supported Hardware Firewall between the
internal Network and the Internet.

7. Al Wireless data traffic in the environment must be securely encrypted.

Chronically Failing Equipment

Experience has shown, equipment belonging to the client which has initially passed Minimum Standard
Requirements for Service can reveal itself to become chronically failing. This means that the eguipment
repeatedly breaks down and consistently causes user and business interruption even though repa;rs are
accompi;shed Should this occur, while rare, client agrees to work constructively and positively with COMPUTER
PROS to replace the equipment at an additional cost.

Computer Pros Equipment Agreement

Client agrees that all equipment provided by COMPUTER PROS will remain sole property of COMPUTER PROS
which retains a 100% security interest. Client will not attempt to sell, resale, tamper, troubleshoot, repair, move,
add, etc. to this equipment without written permission of COMPUTER PROS. Should this contract be terminated
by either party, client agrees to return the property listed in Proposal, or after acquired, to COMPUTER PROS
within 10 days after the final cancellation date.

Customer further acknowledges and gives permission to COMPUTER PROS to take possession of equipment listed
in Proposal from location listed in event of contract termination after 10 day grace period, and agrees o
compensate COMPUTER PROS for expenses accrued during the recovery in addition to all amount owing under
the balance of the agreement.

Client agrees and understands that COMPUTER PROS Equipment is to be maintained completely by COMPUTER
PROS. Any tampering, repair attempt or service completed by another party on the equipment Histed in Proposal
could 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 current insurance on COMPUTER PROS supplied equipment while in their
possession and list COMPUTER PROS as an additionat loss payee. Client will provide proof thereof to COMPUTER
PROS that it (COMPUTER PROS) is listed as an additional loss payee, providing a current copy of its insurance
deciaration sheet showing COMPUTER PROS as a loss payee specifically for mobile equipment coverage. Client
further agrees to be responsible for any and all costs for the repair or replacement of COMPUTER PROS supplied
equipment while in their possession shouid it be damaged or repaired by an unauthorized third party.

Should COMPUTER PROS's customer defauit, permission is granted to enter their premises at any time, with or
without permission, and remove all of COMPUTER PROS's hardware, and all efforts to recover such property will
be deemed consensual and not a trespass. Customer agrees to fully cooperate and will not interfere in any way,
including but not limited to involving law enforcement, Customer acknowledges that the hardware pm\nded
under this agreement belongs to COMPUTER PROS, which retains a 100% Security Interest, and COMPUTER PROS
may repossess without notice, upon breach of this agreement by customer.
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EXCLUDED SEF

Service rendered under this Agreement does not include:

1} Parts, equipment or software for customer’s telecommunications systems which are not specifically
listed in Appendix B.

2} The cost of any Software, Licensing, or Software Renewal or Upgrade Fees of any kind.

3} The cost of any 3™ Party Vendor or Manufacturer Support or Incident Fees of any kind.

4} The cost to bring Client’s environment up to minimum standards required for Services,

5} Failure due to acts of God, building modifications, power failures or other adverse environmental
conditions or factors.

6} Service and repair made necessary by the alteration or modification of equipment other than that
authorized by COMPUTER ‘PROS, including alterations, software installations or modifications of
equipment made by Client’s employees or anyone other than COMPUTER PROS

7} Maintenance of Applications software packages, whether acquired from COMPUTER PROS or any other
source unless specified in Appendix B.

8} Programming (modification of software code) and program {software} maintenance.

9} Training Services of any kind.

10) This proposal does not include replacement of or parts required for repairs on printers, screens or

peripherals, (PDA’s, Point of Sale Scanners, Digital Cameras, Cell Phones nor any other specialized
accessory}, unless this equipment was originally provided under this agreement. All [abor required for
installation of the above devices is covered under this agreement.

11) Consumabtes such as printer maintenance kits, toner, ink, batteries, paper, etc. are not included or
covered under this service agreement and will be invoiced separately.

CONFIDENTIAIL

COMPUTER PROS and its agents may use Client information, as necessary to or consistent with providing the
contracted services, and will use best efforts to protect against unauthorized use.

In order to fulfill COMPUTER PROS's duties and responsibilities of maintaining network security and
confidentiality, administrative passwords will be retained by COMPUTER PROS and not released to the Client or
other third parties.

Upon the mutual agreement of COMPUTER PROS and the Client, including payment of ail sums due to COMPUTER
PROS, passwords and other administrative codes will be released to the Client or others at the Client’s written
direction.

This agreement shall be governed by, construed, and enforced in accordance with the laws of the State of
Tennessee, Jurisdiction and venue shali exclusively ife in the County of Davidson, City of Nashvilte, It constitutes
the entire Agreement between Client and COMPUTER “PROS for monitoring/maintenance/service of all
equipment listed in “Appendix B”. This agreement can be modified by a sighed written Addendum by both
parties.

if any coliection action, litigated or otherwise, is necessary to enforce the terms of this agreement, COMPUTER
PROS shall be entitled to reasonable attorneys’ fees and costs in addition to any other relief to which it may be
entitled.

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.

COMPUTER PROS is not responsible for failure to render services due to circumstances beyond its controf
including, but not iimited to, acts of God.
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ACCEPTANCE OF S|

This Service Agreement covers those services and equipment listed in “Appendix B” or as modified with an
addendum, which may result in an adjustment to the Client's monthly charges. Should client wish to acquire
additional equipment or services and wants COMPUTER PROS to provide service, prior approval from COMPUTER
PROS must be obtained.

IN WITNESS WHEREQF, the parties hereto have caused this Service Agreement to be signed by their duly authorized
representatives as of the date set forth below.

Accepted by:

Authorized Signature Client Date

Authorized Signature COMPUTER PROS Date

COMPUTER PROS - Full Agreement
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Appendix A

Please note: All work done after hours is done at "Best Effort” to find a solution.

COMPUTER PROS - Full Agreement

Appendix A (cont’d)
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19. Quality Control -Issue is verified to be resclved

1. Support Request is Received (By Phone, Service Portal or E- 20. Troubte Ticket is closed, after complete problem resolution
mail Request) detaifs have been updated in Ticketing System and Quality
Trouble Ticket is Created Assurance has been performed

Issue is Identified and documented in Ticketing System
Issue is quatified to determine if it can be resolved through

Help Desk Support Level 1 Support 21, Issue is escalated to Tier 3 Support
22, Issue is qualified to determine if it can be resofved through

Tier 3 Support

5. level 1 Heip Desk ~ issue is worked to successful resolution

6. Level 1 Help Desk — Quality Control, issue is verified to be 23. Tier 3 Resotution - issue is worked to successful resolution
resolved 24. Quality Control —issue is verified to be resolved

7. Trouble Ticket is closed, after complete problem resolution 25. Trouble Ticket is closed, after complete problem resolution
details have been updated in Ticketing System and Quality details have been updated in Ticketing Systern and Quality
Assurance has been performed Assurance has been performed

ssue is escatated to Onsite Support

8. Level 2 Help Desk — issue is worked to successful resalution 27. Issue is qualified to determine if it can be resaived through

9, level 2 Help Desk — Quality Control, issue is verified to be Onsite Support
resolved.

16. Trouble Ticket is closed, after complete problem resolution

details have been updated in Ticketing System and Quality 28. Onsite Resolution - issue is worked to successful resolution
Assurance has been performed 29. Quality Control —Issue is verified to be resolved

30. Trouble Ticket is closed, after compiete problem resolution
details have been updated in Ticketing System and Quality
Assurance has been performed

1. su is escalated to Tier 1 Support
12, Issue is qualified to determine if it can be resclved by Tier 1

Support 31. issueis escalated to In-Shop Support
32, issueis qualified to determine if it can be resolved through
in-Shop Suppart.

i3, esolution iu ior e tscsfl rltlo

14. Quality Control —Issue is verified to be resolved

15. Trouble Ticket is closed, after complete problem resolution 33. In-Shop Resclution —issue is worked to successful
details have been updated in Ticketing System and Quality resolution.
Assurance has been performed 34. Quality Control — Issue is verified to be resolved.

35. Trouble ticket is closed, after complete problem resolution
details have been updated in Ticketing System and Quality
Assurance has been performed

16. lssue is escalated to Tier 2 Support
17. lssue is qualified to determine if it can be resolved by Tier 2
Support

36. Issue is escalated to Vendor Support, in deciding the best
course of action for the service issue at hand. Issue is given

the final course of action, in choosing the best option for

18. Tier 2 Resolution - issue is worked to successful resolution

resolution.

COMPUTER PROS - Service Flow Chart
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This chart outlines how Service Requests are handled and processed.
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COMPUTER PROS - Full Agreement

Appendix B
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COMPUTER PROS - Full Agreement

Appendix B (cont’d)

11
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Check one of the following: Effective Date s
start [ stop O3 change [ 5t of the Month Future Date _/_/ :

Name Last, First, Middle Initial and/or Company Name | Social Security Number or Federal Tax ID

Depository Name (Bank, Savings Institution, Credit Union, etc.)

Transit Routing Number (Must be a 9-digit number} Account Number

Type of Account
i Checking O Savings O visa &I Mastercard [ American Express

Credit Card Number Expiration Security Code

| authorize COMPUTER PROS to initiate debit entries to my (our) account indicated above and the depasitory institution
fisted above. | further authorize COMPUTER PROS to initiate any correcting (credit) entry. 1understand that the
authorization may be rejected or discontinued by COMPUTER PROS at any time. I any of the above information
changes, | will promptly complete a new ACH Authorization Agreement. This authority is to remain in full force and
effect until COMPUTER PROS has received written notification from me {us) of its termination in such time and in such
manner as to afford COMPUTER PROS a reasonable opportunity to act on it.

Date (Mo./Day/Yr.) Signature R | paytime Phone Number

Address: Street o City State | ZIP

If you select to have your payment to debit the following:

Checking Account: Tape a voided or cancgelled check to the hottom of this form
Savings Account: Contact your financial institution to obtain its transit routing number,

JFesftel Siptls 1234
Please attach a voided check or Maury Jones

0 [RENIETC (]
. 1000 Pratneview Lane \
photocopy of a check for checking Anyplace. CA $432 \I O
account. 10y PO THE /
ORI *

/ EHILE ARS
ARRELL LAt Roaliny Aceonnl
Az plce. A SAET =
Number Munber

Do nol include
the check number

[BESHITEN 2eTeaN 22T

COMPUTER PROS-ACH 11/09

Return _this form to:
COMPUTER PROS C/0 ACH

Administration Cm uter
206-984-4395 fax ==

16
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3900 Hillshoro Pike, Suite 30

Nashville, TN 37215 DATE: 5/11/2017
615.383.8200 (Office)

615.440.1645 (Cell) EXPIRATION DATE: 6/10/2017

TO: East End Preparatory School

Aaron Norman

COQUANTITY. i U DEGCRIPTION eSS UNITPRICE S L LINE TOTAL
365x24x7 Monztormg, Ant:vn'us '

Unlimited Remote and Onsite
59.00 $55.41
support/user/month Faculty

Machines
365x24x7 Monitoring, Antivirus,
Unlimited Remote and Onsite
110.00 support/user/month Student »3.00
Machines
365x24x7 Monitoring, Antivirus,
2.00 Unlimited Remote and onsite $200.00

support/server o
1.00 Project Fee/Onboarding $4,000.00! -

One time Project fee 82,000
Monthly Recurring;  $3.999 1




