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1. Managed Service Agreement Proposal [SAMPLE]
Date Offered		xx/xx/xxxx
Parties		Client: The person or entity, the name and address of which is set out in
  Item 2 of Schedule 1
Service Provider: The person or entity, the name and address of which is set out in Item 1 of Schedule 1
Background	The Client wishes to engage the Service Provider to provide the Services and the Service Provider has agreed to provide these Services.
The engagement of the Services of the Service Provider will be upon and subject to the terms and subject to the conditions set out in this Agreement.
The parties formalize their arrangement by executing this Agreement.
2. Principal Contacts
The Service Provider and the Client will nominate a senior staff member to be the principal contact regarding operation of this Agreement. For day to day Operations, Refer Item 3 of Schedule 1. At the start date of this Agreement, the nominated principal contacts are:
Client Principal Contact:
Mr/Mrs xxxxx
Tel: xxxx
Email:xxxxxxxxxx
Service Provider Principal Contact:	
Mr Paul Long
Tel: 03 95880833	
3. Plan Development
Smart-Caller has consulted a variety of sources in order to devise a complete and custom solution strategy for the Client. The development of this plan has engaged the following activities:

· Discussions with senior management of the Client to gain comprehensive insight and understanding of their business objectives;
· Consequent analysis of the Client’s requirements
· Liaising with Senior Technicians to gain their expert advice and validate the proposed strategy
· Drawing on the strategies of Smart-Caller’s prior successes in implementing strategies.



4. Technology Plan
The following section will outline the goals and objectives of the management and support proposed for the Client. Based on these goals and objectives, a list of the service requirements of the Client will be provided.
4.1. Goals and Objectives
Provide a Managed Service Agreement for Healthcare Technology Services tailored to suit the Client’s business needs. The agreement will deliver priority service and agreed response times to support and service the Client’s nominated systems. Smart-Caller will provide the escalation point to the business for nurse call based incident management which requires specific technical expertise. The agreement will reduce the Client’s business risk and provide predicable fixed costs by incorporating the provision of all labor.
4.2. Validity of Proposal
This proposal is valid for a period of 60 days from the Date Offered on the Managed Service Agreement.
4.3. Services
The Service Provider shall provide the following services under the Managed Service Agreement;
4.3.1. Supported Equipment
The support agreement proposed is inclusive of labor and limited parts, refer below. The Client will perform Level 1 fault resolution and Smart-Caller or its local accredited partner company will perform Level 2 support whereas Smart-Caller will provide Level 3 support. Refer clause 5.3 for details of definition of the various Levels of support.
The extent of the equipment to be supported will be limited to the Nurse-call equipment and any other nominated specific allied items.
The Client is responsible for the payment of additional/replacement:-
· Nurse-call Call Points
· Mobile DECT or other Carer phones
· Break Links
· Consumable Batteries
· Accessories & sensors 

Smart-Caller will cover the remainder of the equipment required to rectify the identified operational issues. Smart-Caller will maintain a stock hold of critical spares as deemed appropriate by Smart-Caller for purpose of expediting the resolution of operational issues. Smart-Caller will provide these critical spares to the Client for 25% off normal gazette selling price plus appropriate GST payment where applicable.

In the event of a failure of an item which is ‘End of Life’ or unavailable to be replaced, Smart-Caller reserves the right to quote on an alternative replacement solution to meet the required operational needs of the Client.






Table 1 - Covered Sites Schedule: 
	SITE
	Qty Rooms
	Notes

	Hillside Vic
	100
	 Room quantities taken as approx 100 for all sites  

	Surrey Hills Vic
	
	

	Templestowe Vic
	
	

	Chadstone Vic
	
	

	Malvern East Vic
	
	

	Craigieburn Vic
	
	

	Keysborough Vic
	
	

	Port Arlington Vic
	
	

	Craigieburn Vic
	
	

	The Lodge Knox Vic
	
	

	Port Arlington Vic
	
	

	Nivara Vic
	
	

	Reservoir Vic
	
	

	Sydenham Vic
	
	

	Cheltenham Vic
	
	

	Burnside Vic
	
	

	Epping Vic
	
	

	Carnegie Vic
	
	

	Caulfield Vic
	
	

	Knox Vic
	
	

	Maidstone Vic
	
	

	Springwood Qld
	
	

	Pimparma Qld
	
	

	Helensvale Qld
	
	

	Peregian Springs Qld
	
	

	Hope Isd Qld
	
	

	Caboolture Qld
	
	

	Maroochydore Qld
	
	

	Parkinson Qld
	
	

	Taigum Qld
	
	

	Townsville Qld
	
	

	North Lakes Qld
	
	

	Others WIP/New 
	
	





Alterations to the quantities of the original agreement will not necessitate a re-signing of the Managed Service Agreement unless otherwise specifically requested by the Client or the Service Provider, or the original quantities are significantly altered (for the purposes of this Schedule a significant alteration is a 10% increase or decrease in quantities).


The Client acknowledges and agrees pursuant to clause 4.3 of the Managed Service Agreement Proposal, all Services requested by the Client that fall outside the scope of the Services agreed will be considered Projects, and will be quoted and billed as separate, individual Services.
Services provided by the SERVICE PROVIDER WHERE BEING OUTSIDE OF THE MANAGED SERVICE AGREEMENT TERMS are subject to the following rates below:
	Service Level Offerings
	Standard Hours
	After Hours (First 3 Hrs)
	After Hours (Post 3 Hrs) 
& Public Holidays

	Solutions Architects / 
Project Mgr
	$200.00
	$220.00
	$250.00

	Senior Engineer / 
Level 3 Tech
	$200.00
	$220.00
	$250.00

	Service Desk / Level 1 Tech
	$100.00
	$195.00
	$210.00

	Training Services
	$110.00
	$130.00
	$150.00

	Help Desk Support 
	$95.00
	$95.00
	$95.00



4.3.2. Support Coverage Hours
Business Day Plan
09:00 – 17:00 EST, Monday to Friday, excluding State and Australian National public holidays.
Note: Out of Hours physical Call-Out Fee is $250.00 Ex GST which includes the First Hour / travel to site. Hourly Rates as above(Excluding GST) apply thereafter, charged in half hourly increments.
4.3.3. Replacement of Parts
The replacement of component parts, assemblies and sub-assemblies due to normal wear and tear or failure is as stated in clause 4.3.1. – Supported Equipment.

4.3.4. Old Third Party ‘Legacy’ Equipment
Such equipment includes items which are not at their current version or the version prior to the current version, or are no longer actively supported by the manufacturer; the Service Provider’s continued maintenance of those items will be provided on a “best efforts” basis only.
4.3.5. Service Exclusions
The Client acknowledges the following maintenance support services are excluded:
· labour, parts & materials for the repair of damage or malfunction caused by storm, lightning, flood, electrostatic interference, power surge, or failure in electrical power, air conditioning or humidity control;
· the replacement, transposition or repair of backbone and external cabling other than system integral interconnecting cables;
· the servicing of software that has been customized after initial installation, except where the customization has been performed under a software maintenance agreement existing between the Service Provider and the Client;
· the servicing of Equipment that has been misused or neglected, or not operated in accordance with the recommended operating procedures, directions or recommendations of the Service Provider or the manufacturer;
· services and parts required where the Client has allowed services or works to be performed on the Equipment by any person other than the Service Provider without prior written approval;
· consumable and disposable items (for example: break links, standby batteries, etc.);
· remedial software maintenance for software platform versions which are older than the current release minus 1 (N-1);
· removal, relocation and reinstallation of Equipment, devices or attachments;
· remedial maintenance of external power supply equipment which is not Supported Equipment;
· repair of damage or errors arising as the result of the acts or omissions (including system administration changes) of the Client (including the Client’s employees, agents or contractors) or a third party (whether or not that third party is under the Client’s control, direction or authority);



· repair of damage or errors arising from the relocation, reinstallation or removal of the Equipment, devices or attachments by a party other than the Service Provider; or
· moves, adds or changes (MACs)

4.3.6. Site Audit / Assessment
Smart-Caller will conduct an annual one day, on-site audit and assessment of the equipment at each site at or just prior the anniversary of the Support Agreement.

4.4. CLIENT RESPONSIBILITIES
The Client agrees to:
· The proper use of the Equipment at all times in accordance with operating manuals;
· The Service Provider being the only provider of Services to the Equipment;
· Ensure that the Service Provider staff have prompt and free access to the Equipment as required;
· Provide a suitable environment for the effective servicing of the Equipment;
· Provide conditions which are consistent with Equipment specifications and that the necessary auxiliary services for the correct operation of the Equipment are available;
· Provide adequate storage for spare parts including consumable parts held on-site;
· Replenish stock of consumable items ensuring a satisfactory level of service can be maintained.
· Provide the Service Provider a remote access capability to the equipment to enable the Service Provider to provide remote support. Should this remote access be denied or become unavailable, and, as a result an on-site support attendance is necessary, the Service Provider reserves the right to charge a site attendance fee.


5. Service Level Agreement (SLA)
As part of the Service Agreement coverage, the Service Provider agrees to provide to the Client a Service Level Agreement (SLA).
The SLA is restricted to work performed on the items that the Service Provider has agreed to cover as part of the Service Agreement. Additionally, SLA’s do not, in any circumstances, apply to the following:
· Any work performed in resolving issues with a 3rd party product (software application/hardware device), including but not limited to any issues resulting from or in connection with the Client’s internet service provider
· Any work where the covered item is found not to meet the Minimum Specifications
· Any work where an influence from a non-covered item is found to have caused the initial problem (ie: virus infection from non-covered item, fire panel, access control, etc.)
· Any work performed out of hours unless otherwise agreed
· Vendor management is limited to liaison only and is not covered by the Service Level Agreements.
5.1. Service Level Agreement Definitions
Refer “Incident Management Flow Chart” following this section: The SLA is provided based on the following definitions;
5.1.1. Service Provider Response Time:
Response time is defined by:
· The interval of time taken by the Service Provider to acknowledge any new request from the Client and begin the resolution process as detailed.
· Response time is measured from the receipt of request from the Client to the Service Provider via the approved communication methods, and is classified according to the Service Provider’s priority scale.




5.1.2. Service Level Agreement Schedule
Definition of Major and Minor Faults: Service faults are classified into two categories, Major Faults and Minor Faults, as described below, to determine response time targets.

	
	Priority 1 (Major) – Response Time 4 Hours
	
	Priority 2 (Minor) – Response Time 8 Hours

	•
	Requires immediate action – has critical impact
	•
	Requires action – has no critical impact

	•
	Fault affecting 25% or more of peripherals connected
	•
	Over door lamps inoperative

	
	to the system
	•
	Some Annunciators are not signaling correctly

	•
	Fault affecting total system operations
	•
	Some handsets or call-points are inoperative 









	•
	Controller or processor outage
	· 
	

	•
	Incorrect tone signal
	
	



Due to the nature of Services, resolution times are not covered under the provided SLA’s. All work is performed with the intention of best case scenario resolution timelines.
5.1.3. Out of Hours coverage / Call Out fee for Services Charge
The Service Provider will respond to faults reported by the Client outside the standard hours of coverage detailed in clause 4.3.2. Such responses will be charged to the Client at the rates noted below.

If the Client requests service outside the standard hours of coverage detailed in clause 4.3.2, the Client will be
charged the Service Provider call out fee as listed elsewhere herein for attendance which includes the First Hour / travel to site. The listed Hourly Rate applies thereafter, charged in half hourly increments.
Call out Fee for Services Charge does not apply for onsite attendance by the Service Provider technicians during the standard hours of coverage detailed in the clause 4.3.2, except where:
· a remote test has been performed which indicates that a fault is within the Client’s maintenance responsibility (e.g. cabling or Equipment not maintained by the Service Provider), and the Client insists on a premises visit. The charges will also apply if the fault is isolated to the Client’s cabling or equipment;
· it is determined after arriving on site that a fault is caused by weather conditions, willful or negligent damage by a person other than the Service Provider; or
·  the Client requests the Service Provider to repair faults or equipment outside the Service Provider maintenance responsibility after the technician arrives on site.
5.1.4. Service Provider Escalation Threshold:
Escalation threshold is defined by:
· The interval of time taken for the resolution phase of a new or existing request to be processed through the Service Provider escalation process as detailed.
· The escalation threshold timeline is in effect for all periods that the responsibility for resolution of the new or existing request is held with the Service Provider.
5.2. SLA Escalation Thresholds
Are determined by the Service Provider support levels, as outlined below
	Support Level
	Priority Attention
	Description

	Level 1 Support 
(by Client)
	All Priority Levels
	All support incidents begin in Level 1, where the initial trouble ticket is created, and the issue is identified and clearly documented. Basic hardware/software troubleshooting is initiated.

	Level 2 Support 
(by Installer)
	1, 2, 3
	All support incidents that cannot be resolved with Level 1 Support are escalated to Level 2. Complex support on hardware/software issues is provided.

	Level 3 Support 
(by Smart-Caller)
	1, 2
	Support Incidents that cannot be resolved by Level 2 Support are escalated to Level 3. Support is provided by Senior Engineers who have the ability to collaborate with 3rd Party (Vendor) Support Engineers to resolve the most complex issues.



Support Level classifications are determined by the skills required to resolve incidents.

5.3. Consolidating Services Resources
Under this proposed agreement, Smart-Caller will be responsible for Level 2 and Level 3 support work and Level 1 will be conducted by the Client at the locations which are set out in Item 8 of Schedule 1.

5.3.1. Level 1 – By Client
Consists of those operations at the nurse call system or over a remote interface, which involve using testing and identification routines in accordance with standard trade practices to locate and correct a fault or to restore service without locating the fault. This involves:
· Receiving a service request from users.
· If necessary, communicating with the users to clarify the impact and circumstances of the occurrence of the issue.
· Interpretation of visual and audible indicators.
· Reference to supplied documentation to establish the appropriate diagnostic routines.
· Applying trade skills to the isolation and testing of equipment.
· Identification of issues caused by cabling.
· Verification of output power from all power supplies.
· Replacement of faulty consumable items.
· Replacement of faulty Nurse-call call points, where practical.
· Replacement of faulty handsets.
· Replacement of impaired break links.
· Completion of procedures for dispatching faulty units for repair.

5.3.2. Level 2 – By Smart-Caller and/or local Installer/service provider
Consists of those operations at the nurse call system or over a remote interface, which require higher level skills and systems knowledge for the locating and correcting of faults in hardware and configuration data – generally excludes system programming. This may involve:
· Advising Level 1 staff.
· Analysis of service requests and action taken by Level 1 staff on issues escalated to Level 2.
· Evaluation of standard maintenance procedures and the identification of changes necessary to improve service performance levels.
· Locating and diagnosing of more complex faults in hardware and software, such as:
· Cabling; including patching between NIMS and end points.
· 24V/12V wiring between power supplies and nurse call controllers.
· Annunciators and annunciator cabling.
· Multiple faults.
· Escalation of system enhancements and very complex faults to Level 3 staff.
· Initiation of temporary service (full or partial), while complex faults are investigated.
· Completion of procedures for dispatching faulty units for repair.
5.3.3. Level 3 – By Smart-Caller
Consists of those operations of a senior support level which involve the application of in-depth knowledge, skill and software expertise for the location of issues in software programs or data and for the implementation of system design enhancements. Level 3 support may involve remote diagnosis and the on-site correction of complex service conditions. This may involve:
· Provision of advice to field engineers and direct assistance to Level 2 field experts.
· Analysis of software or hardware issues and requests for system enhancements reported from the field and the development of solutions to these issues.
· Complex data faults such as routing and VLANS.
· Direct liaison with manufacturers and Solution Architects as required; including escalations.
· Documentation of proposed solutions for design enhancements and the declaration of this information to field service operators.
· Initiate Change Requests.




The Service Provider escalation process is as follows;
1. Support Request is Received
2. Incident Ticket is Created
3. Issue is Identified and documented in Service Desk system
4. Issue is Qualified to determine if it can be resolved through Level 1 Support
If issue can be resolved through Level 1 Support:
5. Level 1 Resolution - issue is worked to successful resolution
6. Quality Control –Issue is verified to be resolved to Client’s satisfaction
7. Incident Ticket is closed, after complete problem resolution details have been updated in Service Desk system
If issue cannot be resolved through Level 1 Support:
8. Issue is escalated to Level 2 Support
9. Issue is qualified to determine if it can be resolved by Level 2 Support
If issue can be resolved through Level 2 Support:
10. Level 2 Resolution - issue is worked to successful resolution
11. Quality Control –Issue is verified to be resolved to Client’s satisfaction
12. Incident Ticket is closed, after complete problem resolution details have been updated in Service Desk system
If issue cannot be resolved through Level 2 Support:
13. Issue is escalated to Level 3 Support
14. Issue is qualified to determine if it can be resolved through Level 3 Support
If issue can be resolved through Level 3 Support:
15. Level 3 Resolution - issue is worked to successful resolution
16. Quality Control –Issue is verified to be resolved to Client’s satisfaction
17. Incident Ticket is closed, after complete problem resolution details have been updated in Service Desk system
If issue cannot be resolved through Level 3 Support:
18. Issue is escalated to Onsite Support (if not already being managed by Onsite Support)
If issue can be resolved through Onsite Support:
19. Onsite Resolution - issue is worked to successful resolution
20. Quality Control –Issue is verified to be resolved to Client’s satisfaction
21. Incident Ticket is closed, after complete problem resolution details have been updated in Service Desk system
If issue cannot be resolved through Onsite Support:
22. ICT Manager Decision Point – request is updated with complete details of all activity performed.
23. Vendor escalation management – note: SLA’s are not applied to this stage of the process.












6. Glossary of Terms and Acronyms
	Term
	Details

	Business Hours
	09:00 to 17:00 hours EST

	Business Days
	Monday to Friday, excluding State and Australian National public holidays.

	Coverage Hours
	Hours of coverage for the Client

	Client
	The person or entity, the name which is set out in Item 2 of Schedule 1

	Hardware Upgrade
	Additional parts or components for increasing the overall capacity and/or performance of a given hardware system

	Software Upgrade
	Change of software version or addition of functionalities.

	Client Advocate
	Nominated Client authorized representative

	Service Provider Advocate
	Nominated Service Provider authorized representative




	Acronym
	Details

	Service Agreement
	Service Agreement. Refers to the actual agreement and arrangement.

	Service Provider
	Smart-Caller the Service Provider under this agreement

	SLA
	Service Level Agreement

	SLR
	Service Level Response



 (
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	SCHEDULE 1

	1. 
	Service Provider
	Smart-Caller Pty Ltd  - (ABN 14 217 255 933)
Address: 5/270 Lower Dandenong Road Mordialloc VIC
Ph 03 95880833 Email:  technical@smartcaller.com.au

	
	
	

	2. 
	Client
	xxxxxxxx 
Address: 

	3. 
	Commencement Date
	TBA

	4. 
	Term
	36 months, which is automatically renewed unless terminated by either party at least 90 days prior to the expiry of the Term

	5. 
	Services
	In accordance with the Proposal provided pursuant to this Agreement

	6. 
	Fees
	For sites located within State Capital Cities the Client must pay quarterly fees in advance on commencement of the agreement.
1st Quarterly Payment Excluding GST: 
Based on 100 bed Facility located in a State Capital City Location.     $750.00 (100 Bed)
Sites located in country areas are subject to separate calculation 


	
	
	Subsequent Quarterly Payments Excluding GST: 
As listed above

	   7.
	  Special Conditions 
	· The Client will conduct Level 1 support.
· All parts required to be purchased by the Client will be passed on at discount of 25% of list price.
· Smart-Caller will conduct Level 2 and 3 support.
· Break Links are excluded from coverage.
· Consumable batteries are excluded from coverage.




SCHEDULE 2 - Disclosure
The Client requires a Managed Service Agreement for Healthcare Support Services to support and service the Client’s Healthcare systems and deliver priority service. Smart-Caller will provide the escalation point to the business for the Healthcare system based incident management and incorporate the provision of all labor and limited parts as specified in the agreement.
The Client is responsible for Level 1 support.
Smart-Caller is responsible for Level 2 & 3 support.
The Client is responsible for all parts replacement as nominated in the agreement.








Executed as an agreement
Executed by Smart-Caller Pty Ltd.
ABN 14 217 255 933 in accordance	) 
with section 127 of the Corporations Act 2001)
Authorized Signatory 1	Authorized Signatory 2
Paul Long - Director	Tim Long – Service Delivery Manager
Name/Title	Name/Title
Date:	Date:
Executed by TBA	)
 in accordance with	)
section 127 of the Corporations Act 2001	)
Authorized Signatory 1	Authorized Signatory 2
Name/Title (please print)	Name/Title (please print)
Date:	Date:
By signing this agreement each party acknowledge that they have read, understood and accept Smart-Caller’s Managed Service Agreement Terms & Conditions, which has been provided to you or is available on the company’s web site www.smartcaller.com.au by following the link at the bottom of our Terms and Conditions page or select the following link: Managed Service Agreement Terms & Conditions 
[bookmark: _GoBack]
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