DLCE support contract for the City of Cornelius
Purpose of Agreement 
This agreement describes computer & networking support to be provided by Dave Lum Computer Enterprises (DLCE) to the City of Cornelius, Oregon (CoC). Under the terms of this agreement, DLCE will take on the responsibility for providing support to operate the computers and local servers for CoC.
Length of Agreement 
The term of this agreement begins on [__________], and runs until [__________] unless terminated by either party. Prior to the beginning of each CoC fiscal year, DLCE and COC will negotiate the next year's cost schedule and make any desired changes to this agreement. Modifications, addenda, and new cost schedules shall be attached to the original agreement. If either party desires to terminate this agreement, it must give the other party 90 days written notice of such intent. 

DLCE responsibilities

DLCE will troubleshoot computer problems stemming from hardware, software, and network connections. Whenever possible, DLCE will remedy these problems. In cases where DLCE does not have the expertise necessary to solve a particular difficulty, DLCE will recommend and make arrangements for outside assistance or repair. 

Coverage 
DLCE will provide coverage as follows:

· Onsite support once a week. [This is classified as “scheduled onsite support” for pricing purposes].
· Emergency onsite support if necessary [This is classified as “Emergency onsite support” for pricing purposes].
· Daily remote support [This is classified as “remote support” for pricing purposes]. * Available only if Daily Monitoring option is purchased
Any issues initially addressed remotely that require DLCE onsite support will be scheduled for the next Thursday onsite visit unless CoC determines it to require emergency onsite support. DLCE reserves the right to perform onsite-necessary support at any time, but the rate will be “normal onsite” and not “emergency onsite”.
All IT support issues must be submitted via the Help Desk system or a CoC IT contact for DLCE.
Emergency Support
No guarantees are made about the availability of emergency support. However, DLCE will make best effort to respond to emergency requests. A 24-hour contact phone number will be provided to CoC for use in these emergency situations. 

Facility Access 

Access to the CoC servers will be restricted to appropriate CoC and DLCE employees. 

Workstation Technical Support 

· Installing a standard software image onto a computer. 

· Troubleshooting hardware problems, such as hard disk and monitor failures. 

· Interfacing with hardware repair shops to remove and return hardware. 

· Running disk repair utilities to proactively detect disk problems. 

· Administering software updates to covered workstations. 
DLCE will maintain as consistent a workstation image as possible. 
Hardware Inventory and Maintenance 
A current inventory of all CoC equipment will be maintained. DLCE will handle warranty service; CoC will handle equipment maintenance arrangements. 
Software
DLCE will handle all software licenses, software media, registrations and upgrades; CoC will handle and purchase requests. Regular software audits of all CoC computers, including servers, will be conducted to ensure compliance with copyright laws and regulations. Only software for which CoC has adequate proof of ownership can be installed on any CoC machine, non-approved software may be removed without notice
All software installations, system modifications, license transfers, or other actions which modify the file structure or user interface, must be done or approved by DLCE. Any non-licensed or DLCE approved software may be removed without notice.
Purchasing Coordination
Any CoC IT-related purchases or will be coordinated with DLCE for acknowledgement and comment, before final approval and processing, to insure continuity in service, best pricing, and consideration as to how the new acquisitions may impact the CoC network. 
Pricing

DLCE support is priced as follows:
Remote Support: $60/hr ($55/hr if the daily monitoring service is purchased)
Scheduled onsite support: $75/hr
Emergency onsite support: $125/hr
* Optional: Daily monitoring for new Help Desk requests: $200/mo fixed. Selecting this service minimizes onsite time as many Help Desk requests can be addressed remotely instead of waiting for the scheduled weekly onsite work.
