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SCHEDULE A1:  Managed Support Service Schedule
1. Definitions
1.1. In this Schedule the following words and expressions shall have the meanings set out below:
	“Fair Usage Policy” 
	means the agreed number of hours of Services available per month as set out in paragraphs 8.1 below and as may be further detailed within an Order.

	“Incident”
	means an unplanned interruption to an Service or a reduction in the quality of an Service, where such Service is supported pursuant to this Agreement. Events that indicate a change in the status of supported hardware or software component that has not yet affected Service may also constitute an Incident.

	“Non-standard Services”
	means the non-standard services as more particularly described in paragraph 2.4 below.

	“Out of Hours” or “OOH”
	means the duration of time which falls outside of the Standard Business Hours. 

	“Request”
	means a formal, User-initiated request for a predefined Service, such as access, information, or standard changes, managed through a structured workflow.

	“Response Time”
	means acknowledgement of the Incident by Kerv’s Service Desk, where such acknowledgement is not an automated ticket acknowledgement response.

	“Service Desk”
	means the Customer’s single point of contact for all matters concerning the Managed Support Services provisioned under this Agreement; available 24x7x365 for P1 Incidents only and the Supported Hours all other times; as further detailed within the Service Framework Summary Document.

	“Standard Business Hours” or “Supported Hours”
	means 08:00 to 17:30 (GMT) Monday to Friday excluding English banks and public holidays

	“Service Framework Summary Document”
	A comprehensive guide to the Managed Support Services including the applicable service levels, Incident prioritisation, escalation management and processes applied to the Service. This document can be found HERE


2. Overview of Services
2.1. The fully Managed Support Service is an operational support Service providing a Service Desk function. 
2.2. Kerv will manage and monitor the support matter raised via the Service Desk, from its point of inception through to its conclusion; engaging with agreed third parties to assist in the resolution of the support matter. 
2.3. The Managed Support Services may include (where procured and set out in an Order) service options as detailed within paragraph 4 and further described within the Managed Support Services Summary Framework Document available HERE. 
2.4. [bookmark: _Ref241580641]Non-standard Services will not be delivered under this Schedule but may be procured under a different Schedule where such is set out within an Order. The procurement from Kerv of software and/or hardware without any managed services performed by Kerv, may be supplied subject to other Schedules within this Agreement. Non-standard Services include but are not limited to: installation or upgrades of products or Services; project work; implementation of new products or Services; purchases of new technologies.
2.5. The Services in this Schedule (where agreed within an Order) will be provided during Standard Business Hours commencing from the date set out in an Order Form, unless otherwise agreed.
2.6. For clarification all Services delivered under this Schedule will commence on the Services Commencement Date unless otherwise specified within the Order. 
3. Service Desk
3.1. In the event of any problem encountered by the Customer in relation to this Service, should in the first instance be raised to the Service Desk, which in turn is subject to the response times detailed in this Schedule. 
4. [bookmark: _Ref241580747]Service Options
4.1. The Service options offered by Kerv shall be in accordance with this Schedule and the ‘Service Framework Summary Document’ available HERE and delivered to the Customer where procured and agreed in an Order.
5. Special Terms
5.1. The Managed Support Services as further described in the Order form will be delivered pursuant to this Agreement. The Managed Support Service does not include any costs associated with the repair of failed hardware, and Kerv shall not be under any obligation to repair, or arrange for the repair, of any failed hardware unless expressly agreed by the Parties in writing.
5.2. The Customer shall remain responsible for the use of the Managed Support Services under its control, including any use by third parties (whether fraudulent or invited by the Customer).
5.3. The Customer must take reasonable measures to ensure it does not enable/facilitate any third party activity (where such third party is under instruction/acting on behalf the Customer), to jeopardise services supplied by Kerv. This includes informing Kerv promptly in the case of any cyber security incident. In the event of any such incident, Kerv shall work with the Customer to alleviate the situation as quickly as possible. The Parties shall discuss and agree appropriate action (including suspending the Managed Support Services in whole or in part).
5.4. Kerv does not warrant that the Customer's use of the Managed Support Services shall be uninterrupted or error-free.
5.5. Kerv shall not be liable for any Excused Delays in the provision of the Managed Support Services.
6. Implementation Services
6.1. Any delivery dates for the implementation Services are estimates only and Kerv does not warrant the delivery schedule or accept any liability for late delivery. Kerv and/or its third party providers shall notify the Customer once they can access the Service. The date of such notification is referred to as “Cutover”.
6.2. The Customer shall ensure any other adjunct equipment or inter-operability requirements are met to enable and facilitate the Services procured within an Order. 
6.3. If the Customer has failed to perform the Customer Obligations (as set out within this Agreement) or any third party (other than a Kerv supplier or sub-contractor) over whom Kerv has no control causes any delay in the implementation Services which results in Kerv being exposed to additional third-party costs; Kerv may make an additional Charge to the Customer to cover such additional costs.
7. [bookmark: _Ref241654907]Service Level Agreement
7.1. [bookmark: _Int_qDkbPAHR]The Managed Support Service offering identified within this Schedule shall be provided in accordance with this paragraph 7, and will be delivered to the Customer where procured and agreed in an Order.
7.2. The Service Levels described in the Service Framework Summary Document are target Service Levels whereby Kerv will use reasonable endeavours to meet such.  
7.3. The Customer shall promptly inform Kerv if it suspects or uncovers any Incident and, shall use all commercially reasonable endeavours to promptly mitigate such Incident.
7.4. Any Service problems initially encountered by the Customer should be directed to Kerv’s Service Desk. All calls made to the Service Desk are subject to the response times detailed in the Order and/or Statement of Work.
7.5. In the event that an Incident cannot be resolved by the Service Desk engineers within a reasonable timeframe, the Incident will be escalated to a higher level and/or management. If the Incident is categorised as a Priority 1 Incident and cannot be resolved solely by Kerv, then Kerv may seek the assistance of the appropriate vendors. In the event of doing so the relevant service level agreements as dictated by the vendor will be applicable.
8. Fair Usage Policy
8.1. [bookmark: _Ref241580628]The Fair Usage Policy enables the Customer to access a specified maximum number of hours per month. The maximum number of hours is defined in the Order. If the hours of support exceed this threshold in any given consecutive three (3) month period, both Parties shall convene within fourteen (14) days to review the Incidents raised and agree a plan to either reduce the number of Incidents being raised or amend the agreed threshold along with any associated costs.
8.2. [bookmark: _Ref241657120]Pursuant to the above paragraph, if an agreement is not reached within this timeframe Kerv may invoice the Customer an Overage Charge, for any additional hours consumed, at a rate of £150 per hour.
9. Unlimited Incident / Remote Support
9.1. [bookmark: _Ref164073001]Kerv will provide reactive Incident resolution to the Customer for the Services as set out within the Order form.  
9.2. The Managed Support Service is based upon an ‘Unlimited Incidents’ format and is subject to the fair usage policy as set out above and in the Service Framework Summary Document and such will always be subject to and in accordance with the Order form. 
10. Remote Support
10.1. Kerv provides remote support to the Customer as a Request and Incident resolution Service for all queries falling within the scope of the Service (as set out in an Order form). The Customer may notify Kerv of a question or Incident via Kerv’s support portal (https://support.kerv.com/), telephone or email depending on the priority of the Request. 
10.2. When an Incident is experienced, and a call placed to the Service Desk, the Kerv engineer will initially try to resolve the Incident over the telephone or via remote access. Many Incidents can be resolved remotely and the Services seeks to administer resolutions in this manner. 
10.3. Kerv will provide the Customer, its staff or subcontractors’ Incident resolution and reasonable advice as part of the remote support Service. 
Core Technology Covered
10.4. Kerv are contracted to only provide Incident resolution for the key technologies procured within an Order form. 
10.5. The Managed Support Services are based on time / effort.  The Customer is entitled to request support on technologies outside of this Agreement, such will be discussed and contracted via an Order form where the Parties agree to progress such. 
11. Supported Hours: Standard Business Hours & OOH
11.1. Within the Standard Business Hours response times are determined by the designated priority of the Incident. All Priority 1 (P1) calls must be logged via telephone to allow the swiftest response.
11.2. An Out of Hours service is available at an additional Charge. The OOH service is a reactive service as st out in the Service Framework Summary Document.
11.3. The Out of Hours service will be available where procured, solely for Incidents which are assigned Priority 1 status and are to be reported to the Service Desk by telephone.  
11.4. Charges for any OOH service shall be applied at a different rate to those applied for Services within Standard Business Hours.  Such Charges are available upon request and/or as set out in the Order form. 
11.5. Incidents raised to Kerv via the portal and/or emails, will only receive a response within Standard Business Hours.
11.6. No onsite support Out of Hours will be available within the scope of this Schedule.
12. Incident Response Times (SLAs)
12.1. The Customer hereby agrees in the event of any Priority 1 classified Incident, such shall be alerted to Kerv (as soon as known or reasonably aware) via phone call to: 03330 033 305.
12.2. The target Incident Response Times and the Incident prioritisation information is set out within the Service Framework Summary Document.
12.3. Without prejudice to the rights and remedies available to Customer in accordance with this Agreement and/or applicable law; in the event of any defective performance by Kerv or failure to furnish the agreed level of Service, Kerv will use reasonable commercial efforts to restore the Service to a good operating condition on an urgent basis.
13. Stop The Clock
13.1. Kerv may ‘stop the Service Level clock’ for the purpose of measurement concerning the meeting of Service Levels, under the following circumstances:
13.1.1. whilst awaiting response from the Customer, third parties or any Users; 
13.1.2. when additional information or action has been requested from the Customer or any Users or a third party provider where:
i. third party supplier issues (including but not limited to outages) occur; or
ii. there are hardware availability (including but not limited to laptop stock) and/or logistic issues in supplying a laptop to a User; 
iii. such issues are outside of the reasonable control of Kerv; 
13.1.3. when the Customer system does not support the Service Level to which it relates, through system architecture, technology or platform; 
13.1.4. where the performance of the Service is subject to i) an Excused Delay; or ii) outside the reasonable control of Kerv; or iii) acts or omissions of the Customer or its third party providers. 
14. Customer’s Obligations
14.1. The Customer shall, take whatever steps necessary or advisable to ensure the Site remains in a suitable condition to allow the Services to progress in accordance with any agreed dates. This provision is intended to include the supply of any required virtual infrastructure access.
14.2. The Customer shall obtain all permissions, licences and consents necessary for the Services at Customer Sites, and/or any other work to be carried out by Kerv. Kerv shall advise the Customer in writing if at any time Kerv become aware of any requirement for the Customer to have any such permission, licence or consents. 
14.3. The Customer will at all times unless such is agreed to be provided as part of the Service, as set out in an Order Form:
14.3.1. respond promptly, and in any case, within five (5) working days, to any Kerv requests to provide direction, information, approvals, authorisations or decisions that are reasonably necessary for Kerv to perform the Services; and
14.3.2. obtain, as required by law or in accordance with the Customer’s regulatory requirements, any necessary permission, license or other necessity for the use of the Services, and/or their use by the Customer or other third party to comply with any and all laws, and regulations which may be applicable to the use of the Services or related to the Service and/or material provided by Kerv to the Customer; 
14.3.3. comply with the Service licence terms whether set out within this Agreement, the supporting Documentation and/or an Order; 
14.3.4. be responsible for the implementation and testing of its disaster recovery procedures. Any data or information loss resulting from the failure of devices managed by Kerv or services rendered by Kerv in the course of the provision of the Services is the Customer’s sole responsibility, save to the extent that such loss results from a default of Kerv. In the event of a major system failure, Kerv will respond to the Customer’s issue in a timely manner and follow best practice methodology in an attempt to recover service availability. 
14.4. Kerv shall not be liable for a failure to provide the Services due to a failure of the Customer to comply with the responsibilities set out in this Agreement.  The Customer’s failure to perform its obligations under this Agreement, in a timely manner may result in additional charges.
14.5. The Customer acknowledges that monitoring agents may be installed on to the Customer’s equipment for the duration of the Services, to assist Kerv to provide the Services.
15. Charges
15.1. [bookmark: _Ref176168421]The Charges invoicing profile applicable to the Services, shall be as set out within the Order form.  In the event such information is not captured within the Order, the following payment profiles shall apply:
15.1.1. Managed Support Services,  and any Service Option shall be payable monthly in advance;
15.1.2. Software Licensing shall be payable monthly in arrears; and
15.1.3. Overage Charges shall be payable monthly in arrears.
15.2. The Charges where payable monthly In arrears, will be invoiced as of the last day of each month for all Services performed by Kerv during that preceding month. 
16. Sale/Supply of Goods
16.1. Where Customer procures goods (including adjunct items), from Kerv the following provisions shall apply:
16.1.1. In the event the goods are agreed to receive support and/or maintenance Services and no Service Commencement Date is identified on the Order, for the commencement of such Services; the date upon which the support and/or maintenance Services commence shall be the Service Commencement Date, on a per item basis.  For clarification each deliverable may have differing Service Commencement Dates.
16.1.2. Goods not supplied by Kerv will only be taken into support upon Kerv confirming such is possible and upon Kerv’s maintenance acceptance tests being completed.
16.1.3. Any delivery dates for goods are estimates only and Kerv does not warrant the delivery schedule or accept any liability for late delivery. 
16.1.4. Kerv shall supply, install and configure the goods as set out in an Order.
16.2. Where any goods becomes End of Life, the Customer agrees that Kerv shall at its option: (a) cease support on such goods after serving reasonable notice to the Customer; or (b) continue to provide support on a reasonable endeavours basis. Where such support continues, replacement items will only be provided where Kerv has such in stock. In no event will enhancements, upgrades or new software be provided on such items, unless otherwise agreed. 
16.3. The Customer agrees that any Service Levels shall not apply to such goods that become End of Life.

End.
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