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22nd July 2023


Dear Parents/Carers,


Please note that due to the Teacher Industrial Action, we have decided to move Sports Day for your child to Thursday 6th July at 9.30am to 11.30am.


Thank you,


[bookmark: _GoBack]
Mr Lawless
	
		

image1.png




image8.jpeg




image9.png
systars

2018 silver level accreditation




image10.jpeg
VbE Quality Mark

@-Vuluol-boud Eaaaiicn




image11.jpeg




image12.png




image13.jpeg




image14.emf
computertalk

30 yearsinspiing [T

Proactive IT Support Services
For
Mayespark Primary School

1.0

IJN14413

12" March 2020








computertalk

30 yearsinspiring [T

ABOUT Us

Computer Talk has 30 years-experience of working within the Education Sector and are accredited to
supply, configure, integrate and support systems and devices across all main OS providers including
Microsoft, Apple and Google and hardware integrators such as Clevertouch, Ruckus and Stone to name a
few. This means that we come with a learning led approach and work with our customers to identify which
technologies may be best suited to each learning outcome, and integrate them into a single, easy to use
learning solution.

Being independent from some of the big education providers our solutions are designed to meet the needs
of each school and believe our ethos of working in partnership with a school based on honesty and
transparency in all that we deliver.

Based on our knowledge and experience of working within a range of schools from Infant, Secondary,
MAT’s, Colleges and Universities we can demonstrate how bringing together the increasing complexity of
today’s technologies can deliver a reliable, consistent and exciting IT experience for teachers and students
both in and out of the classroom.

Our services include:
v" An extensive range of Proactive IT support services to meet the needs of each individual school

v Regular service reviews and long term strategic planning to develop the use of IT

v" Afull range of cloud services to include hosted email, storage & back-up

v" On-Premise, Hybrid (a mixture of cloud and on premise servers) or a fully managed laaS
(Infrastructure in the Cloud)

v GSuite for Education & Google Classroom

v Office 365 deployment and migration

v Server upgrades, Network Rebuilds & Windows 10 Migrations

v End User Computing Devices (Laptops, Chromebooks, PC’s, iPads, Tablets)

v Extensive SAN installation and Virtualisation implementation, highly skilled and experienced
around Hyper V

v" Managed wireless networks & BYOD solutions

v Classroom interactive screens, AV solutions & Digital signage

v Secure remote access for teachers & students

v" Structured Data Cabling & Networking

v Visitor Management, Door Entry & CCTV Systems

v VOIP Telephone Systems & Cloud Services

We approach all customers with specialised and experienced staff to provide the strongest educational,
commercial and technical engagement to understand the local challenges and opportunities, to support
and develop the future IT vision of our customers.

Computer Talk Ltd - Registered England no: 2455861 | 39 Hornsby Square | Basildon | Essex | SS15 6SD
Tel: 020 8595 7744 | Fax: 020 8596 9796 | Web: www.computertalk.co.uk | Email: info@computertalk.co.uk | VAT No: 731 1492 59
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SERVICE & SUPPORT
Remote Email & Telephone Support PLUS Agreement provides valuable technical support for your Network
in the event of failure and as a part of this agreement, the school will benefit from:

Average response times as defined below

Unlimited Server Helpdesk Support — Remote/Email & Telephone
Unlimited on-site support for Critical System Failure & Loss of Service
Remote Access of the School’s servers

24/7 365 Proactive Server Monitoring

Dedicated Account Manager delivering service feedback and planning
Third Party Technical Liaison

ANANENE NENENEN

The Service provides unlimited access to our dedicated helpdesk team during office hours, currently
7.30am to 5pm Monday to Friday. Technical requests are logged by phone/email or through our dedicated
customer portal linked to our help desk.

Once the call is logged, the request is allocated to the next available technician if one is not immediately
available. At the time of logging a call, you we will provide a unique call reference number and indicative
response time. The Support Agreement is backed by our very knowledgeable in-house Service
Management Team and Helpdesk suite, which has been, developed to provide a single service delivery
platform for our schools to provide our customers with an instant view of support calls assigned to our
helpdesk.

RESPONSE TIMES

Response times are defined as the time from the Customer first placing a call with Computer Talk (within
the support hours) to the first point of action from Computer Talk to solve the problem. This may be a
specific instruction to school via the telephone or email, a remote session or onsite visit as determined by
the technician.

Complete System Failure — No Service Available to users
Loss of Service — Loss of specific services to large numbers of users (e.g. email, File Access, SQL)
Non-Critical — Issues effecting individuals or small numbers of users

Complete System Failure

v Phone Response — 30 min response

v Remote Fault Diagnosis — 60 Minutes

v/ On-Site Support Engineer — Average four working hour response.
Loss of Service

v Phone Response — 60 min response

v" Remote Fault Diagnosis — 120 Minutes

v/ On-Site Support Engineer — Average next business day response from receipt of authorisation
Non-Critical

v" Phone Response — 4 hour response

v/ Remote Fault Diagnosis — 8 Hours

v On-Site Support Engineer — Delivered by regular visit technician

E & OE
Page 3 of 7
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PROACTIVE MONITORING

Computer Talks Server Monitoring Service helps determine if there are reliability issues in your server
environment. It also provides information about events logged by applications, security events, system
failures, and DNS events allowing us to view these in real-time, and filter logs by type, event source, and
severity. Based on the severity of the issue the monitor will create an automated support desk tickets for
common event log errors enabling us to respond to the issue before this manifest in to an issue for the
school.

Our remote server-monitoring tool offers the following benefits:

Monitor the overall performance and availability of your servers.
Identify other performance issues related to response timed and resource utilization.
Remotely resolve performance issues, including rebooting of servers.
Provide alerts for servers that go offline

Provide alerts for important services

High CPU warnings

High RAM usage warnings

Disk space alerts

Stop, start services on servers

Active Alerts Reporting

Overall site health

NN N N N N S SR NE NN

REGULAR TECHNICIAN VISITS

In addition to your standard support contract, we will provide 4 weekly half day visits by a Computer Talk
trained engineer. Visits are provided during term time only but our helpdesk is available for staff during
the holiday periods.

Tasks are to be logged by the school either manually or electronically and during each visit the technician
will carry out those tasks as per the log in the order of priority you assign.

Any routine maintenance checks listed below can only be carried out where there is enough time to do so
outside of dealing with Faults. At the end of the visit, the technician will compile a detailed email forwarded
to your chosen contact listing the work undertaken during the visit, those faults that have been resolved
and any faults requiring escalation or further investigation.

Regular support visit includes but are not limited to:

Checking of server performance and system monitoring
Monitoring of successful back-ups

Windows Updates and Anti-Virus Checks

Creation of User Accounts and/or Logon Issues

Basic Support for iPads

Resolution of Hardware Issues

Introduction/installation of new software

Server Hardware Monitoring

Third Party Technical Liaison

Rebuild and Image of new PCs and Laptops

Adding new PC’s/Laptops to domain

Cabling & Infrastructure — Fault diagnosis and advice
Interactive Whiteboard/Screen — Fault diagnosis and advice

CULLRORR

E & OE
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Technical Visits are undertaken by our Regular Visit Team and are designed to provide proactive support
to the standard support contract. The regular visit team can also undertake minor moves, changes and
installations.

All services are delivered by our qualified and DBS Enhanced technicians and underpinned by our Service
Level Agreement, which is agreed with the School upon acceptance of our offer.

During our meeting we also discussed the introduction of an apprentice providing day to day hands on
assistance for staff but supported by our qualified technical helpdesk. As part of the proposal we would
suggest a number of pre-planned visits to provide the apprentice the guidance he requires to support his
daily role.

PROACTIVE TERMLY REVIEWS & LONGER TERM PLANNING

We take the quality of our service very seriously and we want to ensure the support we deliver lives up to
your expectations so as part of our support programme we offer termly reviews providing feedback on our
service over any given period. This information includes numbers of calls, response times and first fix times
of each support request placed within a given period of time and provides a valuable insight in to the level
of support being delivered.

Count of Tickets With Respect To Response & Resolution Times
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The example in the graph below is used to determine reoccurring hardware/system failures or patterns in
service indicating failing or ageing hardware. We can then provide corrective technical measures, end user
training or a rolling upgrade programme as part of the schools longer term plan.

E & OE
Page 5 of 7







computertalk

Total Number of Tickets by Sub Issue Type

50

a5
40
35
30
25
20
15
10
e 110 1) D [T
o m -— i ER_N_N_=NN_
§ 5 EE S EEEZCFEEL pLE RE B T g8
FEEElEisGEiERizRaEEESIEZES
2 5 g § E 2 = s E8 5 =2 SL5a&£55F 2
2 w28 & ¥ k4 #sFT 2y 3 0 2 = 3 2 £ 2
T5E83< § 5 8: & % A -
: B E s Y 2s = £ S &
2¥3 4 5 £
4 g £ -
£ 8 S
&gg
5
g

[N |

1ssues Printing NN
Microseft Office [N

internet 1l

Irteractive Touchsereen ||

Miscellancous [N

Password Reset/Cuery I

_I_II_ -II I._I
try8iEEgiEisses
53@5635 Eeizgise’

= 8 W 2 2 &
25 g‘; EE%:: 55
g3 g2 27 53
= S 2 - g =

Z g
=

Our CRM System offers us the ability to randomly select customers requesting feedback on an individual
support ticket or project. We use this information for continuous improvement of our service and ongoing
training of our staff. Customer feedback is also used during internal appraisals ensuing that reward is

linked directly to customer satisfaction.

Count of Scores
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W Survey Score

m How would you rate the timeliness of
the initial response to your issue?

m How would you rate the timeliness of
the resolution of your issue?

Was the problem or task resolved to
your satisfaction?

B How would you rate the support
representative’s ability?

® How would you rate the support
representative’s professionalism?

B How satisfied were you with the overall
service you received?

Our lengthy experience of working within education and access to a wealth of technical expertise means
we are in a position to bring together the plethora of education services to deliver a single vision for the

school.
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As part of the termly reviews the dedicated Business Development Manager will discuss your school’s
objectives working with you to develop a longer term strategic computing plan that supports your schools
vision, helps to address issues and maximise teaching time in the classroom.

TERM & CANCELLATION

The agreement will remain in force for a minimum period of 12 months from the start date. Either party
can terminate this agreement at the end of the primary 12-month period giving 90 days written notice
before the anniversary of the agreement.

FINANCIALS

(013Y] Managed Support Services | Option A Unit Price  Total Price
1 ProActive Remote | Email | Telephone 2,965.00 2,965.00
[Includes unlimited on-site support for Critical System Failure & Loss Of Service]

120 Half Day Technical Visits [Based on 3 half day visits per week/40 Weeks] 135.00 16,200.00

Total Investment £ 19,165.00

Qty Managed Support Services | Option B Unit Price Total Price
1 ProActive Remote | Email | Telephone PLUS 3,360.00 3,360.00
[Includes unlimited on-site support for Critical System Failure & Loss Of Service]

120 Half Day Technical Visits [Based on 3 half day visits per week/40 Weeks] 135.00 16,200.00

Total Investment £ 19,560.00

All prices are valid for thirty days (30) and are exclusive of VAT

Placement of order and/or purchase order should be returned to sales@computertalk.co.uk

Payment terms and conditions

Hardware Upon delivery

Software & Licensing - Upon Invoice

Technical and Installations Labour - Upon acceptance/30 Days from Invoice

Cabling - Upon acceptance/ 30 Days from Invoice

Please note thatthe placement of a written orderindicates acceptance of our standard terms and conditions

E & OE
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ABOUT Us

Computer Talk has 30 years-experience of working within the Education Sector and are accredited to
supply, configure, integrate and support systems and devices across all main OS providers including
Microsoft, Apple and Google and hardware integrators such as Clevertouch, Ruckus and Stone to name a
few. This means that we come with a learning led approach and work with our customers to identify which
technologies may be best suited to each learning outcome, and integrate them into a single, easy to use
learning solution.

Being independent from some of the big education providers our solutions are designed to meet the needs
of each school and believe our ethos of working in partnership with a school based on honesty and
transparency in all that we deliver.

Based on our knowledge and experience of working within a range of schools from Infant, Secondary,
MAT’s, Colleges and Universities we can demonstrate how bringing together the increasing complexity of
today’s technologies can deliver a reliable, consistent and exciting IT experience for teachers and students
both in and out of the classroom.

Our services include:
v" An extensive range of Proactive IT support services to meet the needs of each individual school

v Regular service reviews and long term strategic planning to develop the use of IT

v" Afull range of cloud services to include hosted email, storage & back-up

v" On-Premise, Hybrid (a mixture of cloud and on premise servers) or a fully managed laaS
(Infrastructure in the Cloud)

v GSuite for Education & Google Classroom

v Office 365 deployment and migration

v Server upgrades, Network Rebuilds & Windows 10 Migrations

v End User Computing Devices (Laptops, Chromebooks, PC’s, iPads, Tablets)

v Extensive SAN installation and Virtualisation implementation, highly skilled and experienced
around Hyper V

v" Managed wireless networks & BYOD solutions

v Classroom interactive screens, AV solutions & Digital signage

v Secure remote access for teachers & students

v" Structured Data Cabling & Networking

v Visitor Management, Door Entry & CCTV Systems

v VOIP Telephone Systems & Cloud Services

We approach all customers with specialised and experienced staff to provide the strongest educational,
commercial and technical engagement to understand the local challenges and opportunities, to support
and develop the future IT vision of our customers.

Computer Talk Ltd - Registered England no: 2455861 | 39 Hornsby Square | Basildon | Essex | SS15 6SD
Tel: 020 8595 7744 | Fax: 020 8596 9796 | Web: www.computertalk.co.uk | Email: info@computertalk.co.uk | VAT No: 731 1492 59
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SERVICE & SUPPORT
Remote Email & Telephone Support PLUS Agreement provides valuable technical support for your Network
in the event of failure and as a part of this agreement, the school will benefit from:

Average response times as defined below

Unlimited Server Helpdesk Support — Remote/Email & Telephone
Unlimited on-site support for Critical System Failure & Loss of Service
Remote Access of the School’s servers

24/7 365 Proactive Server Monitoring

Dedicated Account Manager delivering service feedback and planning
Third Party Technical Liaison

ANANENE NENENEN

The Service provides unlimited access to our dedicated helpdesk team during office hours, currently
7.30am to 5pm Monday to Friday. Technical requests are logged by phone/email or through our dedicated
customer portal linked to our help desk.

Once the call is logged, the request is allocated to the next available technician if one is not immediately
available. At the time of logging a call, you we will provide a unique call reference number and indicative
response time. The Support Agreement is backed by our very knowledgeable in-house Service
Management Team and Helpdesk suite, which has been, developed to provide a single service delivery
platform for our schools to provide our customers with an instant view of support calls assigned to our
helpdesk.

RESPONSE TIMES

Response times are defined as the time from the Customer first placing a call with Computer Talk (within
the support hours) to the first point of action from Computer Talk to solve the problem. This may be a
specific instruction to school via the telephone or email, a remote session or onsite visit as determined by
the technician.

Complete System Failure — No Service Available to users
Loss of Service — Loss of specific services to large numbers of users (e.g. email, File Access, SQL)
Non-Critical — Issues effecting individuals or small numbers of users

Complete System Failure

v Phone Response — 30 min response

v Remote Fault Diagnosis — 60 Minutes

v/ On-Site Support Engineer — Average four working hour response.
Loss of Service

v Phone Response — 60 min response

v" Remote Fault Diagnosis — 120 Minutes

v/ On-Site Support Engineer — Average next business day response from receipt of authorisation
Non-Critical

v" Phone Response — 4 hour response

v/ Remote Fault Diagnosis — 8 Hours

v On-Site Support Engineer — Delivered by regular visit technician

E & OE
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PROACTIVE MONITORING

Computer Talks Server Monitoring Service helps determine if there are reliability issues in your server
environment. It also provides information about events logged by applications, security events, system
failures, and DNS events allowing us to view these in real-time, and filter logs by type, event source, and
severity. Based on the severity of the issue the monitor will create an automated support desk tickets for
common event log errors enabling us to respond to the issue before this manifest in to an issue for the
school.

Our remote server-monitoring tool offers the following benefits:

Monitor the overall performance and availability of your servers.
Identify other performance issues related to response timed and resource utilization.
Remotely resolve performance issues, including rebooting of servers.
Provide alerts for servers that go offline

Provide alerts for important services

High CPU warnings

High RAM usage warnings

Disk space alerts

Stop, start services on servers

Active Alerts Reporting

Overall site health

NN N N N N S SR NE NN

REGULAR TECHNICIAN VISITS

In addition to your standard support contract, we will provide 4 weekly half day visits by a Computer Talk
trained engineer. Visits are provided during term time only but our helpdesk is available for staff during
the holiday periods.

Tasks are to be logged by the school either manually or electronically and during each visit the technician
will carry out those tasks as per the log in the order of priority you assign.

Any routine maintenance checks listed below can only be carried out where there is enough time to do so
outside of dealing with Faults. At the end of the visit, the technician will compile a detailed email forwarded
to your chosen contact listing the work undertaken during the visit, those faults that have been resolved
and any faults requiring escalation or further investigation.

Regular support visit includes but are not limited to:

Checking of server performance and system monitoring
Monitoring of successful back-ups

Windows Updates and Anti-Virus Checks

Creation of User Accounts and/or Logon Issues

Basic Support for iPads

Resolution of Hardware Issues

Introduction/installation of new software

Server Hardware Monitoring

Third Party Technical Liaison

Rebuild and Image of new PCs and Laptops

Adding new PC’s/Laptops to domain

Cabling & Infrastructure — Fault diagnosis and advice
Interactive Whiteboard/Screen — Fault diagnosis and advice

CULLRORR
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Technical Visits are undertaken by our Regular Visit Team and are designed to provide proactive support
to the standard support contract. The regular visit team can also undertake minor moves, changes and
installations.

All services are delivered by our qualified and DBS Enhanced technicians and underpinned by our Service
Level Agreement, which is agreed with the School upon acceptance of our offer.

During our meeting we also discussed the introduction of an apprentice providing day to day hands on
assistance for staff but supported by our qualified technical helpdesk. As part of the proposal we would
suggest a number of pre-planned visits to provide the apprentice the guidance he requires to support his
daily role.

PROACTIVE TERMLY REVIEWS & LONGER TERM PLANNING

We take the quality of our service very seriously and we want to ensure the support we deliver lives up to
your expectations so as part of our support programme we offer termly reviews providing feedback on our
service over any given period. This information includes numbers of calls, response times and first fix times
of each support request placed within a given period of time and provides a valuable insight in to the level
of support being delivered.

Count of Tickets With Respect To Response & Resolution Times
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The example in the graph below is used to determine reoccurring hardware/system failures or patterns in
service indicating failing or ageing hardware. We can then provide corrective technical measures, end user
training or a rolling upgrade programme as part of the schools longer term plan.
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Our CRM System offers us the ability to randomly select customers requesting feedback on an individual
support ticket or project. We use this information for continuous improvement of our service and ongoing
training of our staff. Customer feedback is also used during internal appraisals ensuing that reward is

linked directly to customer satisfaction.

Count of Scores
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W Survey Score

m How would you rate the timeliness of
the initial response to your issue?

m How would you rate the timeliness of
the resolution of your issue?

Was the problem or task resolved to
your satisfaction?

B How would you rate the support
representative’s ability?

® How would you rate the support
representative’s professionalism?

B How satisfied were you with the overall
service you received?

Our lengthy experience of working within education and access to a wealth of technical expertise means
we are in a position to bring together the plethora of education services to deliver a single vision for the

school.
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As part of the termly reviews the dedicated Business Development Manager will discuss your school’s
objectives working with you to develop a longer term strategic computing plan that supports your schools
vision, helps to address issues and maximise teaching time in the classroom.

TERM & CANCELLATION

The agreement will remain in force for a minimum period of 12 months from the start date. Either party
can terminate this agreement at the end of the primary 12-month period giving 90 days written notice
before the anniversary of the agreement.

FINANCIALS

(013Y] Managed Support Services | Option A Unit Price  Total Price
1 ProActive Remote | Email | Telephone 2,965.00 2,965.00
[Includes unlimited on-site support for Critical System Failure & Loss Of Service]

120 Half Day Technical Visits [Based on 3 half day visits per week/40 Weeks] 135.00 16,200.00

Total Investment £ 19,165.00

Qty Managed Support Services | Option B Unit Price Total Price
1 ProActive Remote | Email | Telephone PLUS 3,360.00 3,360.00
[Includes unlimited on-site support for Critical System Failure & Loss Of Service]

120 Half Day Technical Visits [Based on 3 half day visits per week/40 Weeks] 135.00 16,200.00

Total Investment £ 19,560.00

All prices are valid for thirty days (30) and are exclusive of VAT

Placement of order and/or purchase order should be returned to sales@computertalk.co.uk

Payment terms and conditions

Hardware Upon delivery

Software & Licensing - Upon Invoice

Technical and Installations Labour - Upon acceptance/30 Days from Invoice

Cabling - Upon acceptance/ 30 Days from Invoice

Please note thatthe placement of a written orderindicates acceptance of our standard terms and conditions

E & OE
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ABOUT Us

Computer Talk has 30 years-experience of working within the Education Sector and are accredited to
supply, configure, integrate and support systems and devices across all main OS providers including
Microsoft, Apple and Google and hardware integrators such as Clevertouch, Ruckus and Stone to name a
few. This means that we come with a learning led approach and work with our customers to identify which
technologies may be best suited to each learning outcome, and integrate them into a single, easy to use
learning solution.

Being independent from some of the big education providers our solutions are designed to meet the needs
of each school and believe our ethos of working in partnership with a school based on honesty and
transparency in all that we deliver.

Based on our knowledge and experience of working within a range of schools from Infant, Secondary,
MAT’s, Colleges and Universities we can demonstrate how bringing together the increasing complexity of
today’s technologies can deliver a reliable, consistent and exciting IT experience for teachers and students
both in and out of the classroom.

Our services include:
v" An extensive range of Proactive IT support services to meet the needs of each individual school

v Regular service reviews and long term strategic planning to develop the use of IT

v" Afull range of cloud services to include hosted email, storage & back-up

v" On-Premise, Hybrid (a mixture of cloud and on premise servers) or a fully managed laaS
(Infrastructure in the Cloud)

v GSuite for Education & Google Classroom

v Office 365 deployment and migration

v Server upgrades, Network Rebuilds & Windows 10 Migrations

v End User Computing Devices (Laptops, Chromebooks, PC’s, iPads, Tablets)

v Extensive SAN installation and Virtualisation implementation, highly skilled and experienced
around Hyper V

v" Managed wireless networks & BYOD solutions

v Classroom interactive screens, AV solutions & Digital signage

v Secure remote access for teachers & students

v" Structured Data Cabling & Networking

v Visitor Management, Door Entry & CCTV Systems

v VOIP Telephone Systems & Cloud Services

We approach all customers with specialised and experienced staff to provide the strongest educational,
commercial and technical engagement to understand the local challenges and opportunities, to support
and develop the future IT vision of our customers.

Computer Talk Ltd - Registered England no: 2455861 | 39 Hornsby Square | Basildon | Essex | SS15 6SD
Tel: 020 8595 7744 | Fax: 020 8596 9796 | Web: www.computertalk.co.uk | Email: info@computertalk.co.uk | VAT No: 731 1492 59
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SERVICE & SUPPORT
Remote Email & Telephone Support PLUS Agreement provides valuable technical support for your Network
in the event of failure and as a part of this agreement, the school will benefit from:

Average response times as defined below

Unlimited Server Helpdesk Support — Remote/Email & Telephone
Unlimited on-site support for Critical System Failure & Loss of Service
Remote Access of the School’s servers

24/7 365 Proactive Server Monitoring

Dedicated Account Manager delivering service feedback and planning
Third Party Technical Liaison
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The Service provides unlimited access to our dedicated helpdesk team during office hours, currently
7.30am to 5pm Monday to Friday. Technical requests are logged by phone/email or through our dedicated
customer portal linked to our help desk.

Once the call is logged, the request is allocated to the next available technician if one is not immediately
available. At the time of logging a call, you we will provide a unique call reference number and indicative
response time. The Support Agreement is backed by our very knowledgeable in-house Service
Management Team and Helpdesk suite, which has been, developed to provide a single service delivery
platform for our schools to provide our customers with an instant view of support calls assigned to our
helpdesk.

RESPONSE TIMES

Response times are defined as the time from the Customer first placing a call with Computer Talk (within
the support hours) to the first point of action from Computer Talk to solve the problem. This may be a
specific instruction to school via the telephone or email, a remote session or onsite visit as determined by
the technician.

Complete System Failure — No Service Available to users
Loss of Service — Loss of specific services to large numbers of users (e.g. email, File Access, SQL)
Non-Critical — Issues effecting individuals or small numbers of users

Complete System Failure

v Phone Response — 30 min response

v Remote Fault Diagnosis — 60 Minutes

v/ On-Site Support Engineer — Average four working hour response.
Loss of Service

v Phone Response — 60 min response

v" Remote Fault Diagnosis — 120 Minutes

v/ On-Site Support Engineer — Average next business day response from receipt of authorisation
Non-Critical

v" Phone Response — 4 hour response

v/ Remote Fault Diagnosis — 8 Hours

v On-Site Support Engineer — Delivered by regular visit technician

E & OE
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PROACTIVE MONITORING

Computer Talks Server Monitoring Service helps determine if there are reliability issues in your server
environment. It also provides information about events logged by applications, security events, system
failures, and DNS events allowing us to view these in real-time, and filter logs by type, event source, and
severity. Based on the severity of the issue the monitor will create an automated support desk tickets for
common event log errors enabling us to respond to the issue before this manifest in to an issue for the
school.

Our remote server-monitoring tool offers the following benefits:

Monitor the overall performance and availability of your servers.
Identify other performance issues related to response timed and resource utilization.
Remotely resolve performance issues, including rebooting of servers.
Provide alerts for servers that go offline

Provide alerts for important services

High CPU warnings

High RAM usage warnings

Disk space alerts

Stop, start services on servers

Active Alerts Reporting

Overall site health
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REGULAR TECHNICIAN VISITS

In addition to your standard support contract, we will provide 4 weekly half day visits by a Computer Talk
trained engineer. Visits are provided during term time only but our helpdesk is available for staff during
the holiday periods.

Tasks are to be logged by the school either manually or electronically and during each visit the technician
will carry out those tasks as per the log in the order of priority you assign.

Any routine maintenance checks listed below can only be carried out where there is enough time to do so
outside of dealing with Faults. At the end of the visit, the technician will compile a detailed email forwarded
to your chosen contact listing the work undertaken during the visit, those faults that have been resolved
and any faults requiring escalation or further investigation.

Regular support visit includes but are not limited to:

Checking of server performance and system monitoring
Monitoring of successful back-ups

Windows Updates and Anti-Virus Checks

Creation of User Accounts and/or Logon Issues

Basic Support for iPads

Resolution of Hardware Issues

Introduction/installation of new software

Server Hardware Monitoring

Third Party Technical Liaison

Rebuild and Image of new PCs and Laptops

Adding new PC’s/Laptops to domain

Cabling & Infrastructure — Fault diagnosis and advice
Interactive Whiteboard/Screen — Fault diagnosis and advice

CULLRORR
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Technical Visits are undertaken by our Regular Visit Team and are designed to provide proactive support
to the standard support contract. The regular visit team can also undertake minor moves, changes and
installations.

All services are delivered by our qualified and DBS Enhanced technicians and underpinned by our Service
Level Agreement, which is agreed with the School upon acceptance of our offer.

During our meeting we also discussed the introduction of an apprentice providing day to day hands on
assistance for staff but supported by our qualified technical helpdesk. As part of the proposal we would
suggest a number of pre-planned visits to provide the apprentice the guidance he requires to support his
daily role.

PROACTIVE TERMLY REVIEWS & LONGER TERM PLANNING

We take the quality of our service very seriously and we want to ensure the support we deliver lives up to
your expectations so as part of our support programme we offer termly reviews providing feedback on our
service over any given period. This information includes numbers of calls, response times and first fix times
of each support request placed within a given period of time and provides a valuable insight in to the level
of support being delivered.

Count of Tickets With Respect To Response & Resolution Times

30 30
25 25
20 20
15 15
10 10
5 5

L‘....-I-.'.. -l .

0-1 5-6 7-8 89 9-10 10-12 12-16 16-20 20-24 24-30 30-40 40+
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e First Response e Resolution Plan | | Resolved Customer Waiting

The example in the graph below is used to determine reoccurring hardware/system failures or patterns in
service indicating failing or ageing hardware. We can then provide corrective technical measures, end user
training or a rolling upgrade programme as part of the schools longer term plan.
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Total Number of Tickets by Sub Issue Type
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Our CRM System offers us the ability to randomly select customers requesting feedback on an individual
support ticket or project. We use this information for continuous improvement of our service and ongoing
training of our staff. Customer feedback is also used during internal appraisals ensuing that reward is

linked directly to customer satisfaction.

Count of Scores

F-Y

w

%)

=

o

Otol 1to2 2to3 3to4d

4105

W Survey Score

m How would you rate the timeliness of
the initial response to your issue?

m How would you rate the timeliness of
the resolution of your issue?

Was the problem or task resolved to
your satisfaction?

B How would you rate the support
representative’s ability?

® How would you rate the support
representative’s professionalism?

B How satisfied were you with the overall
service you received?

Our lengthy experience of working within education and access to a wealth of technical expertise means
we are in a position to bring together the plethora of education services to deliver a single vision for the

school.
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As part of the termly reviews the dedicated Business Development Manager will discuss your school’s
objectives working with you to develop a longer term strategic computing plan that supports your schools
vision, helps to address issues and maximise teaching time in the classroom.

TERM & CANCELLATION

The agreement will remain in force for a minimum period of 12 months from the start date. Either party
can terminate this agreement at the end of the primary 12-month period giving 90 days written notice
before the anniversary of the agreement.

FINANCIALS

(013Y] Managed Support Services | Option A Unit Price  Total Price
1 ProActive Remote | Email | Telephone 2,965.00 2,965.00
[Includes unlimited on-site support for Critical System Failure & Loss Of Service]

120 Half Day Technical Visits [Based on 3 half day visits per week/40 Weeks] 135.00 16,200.00

Total Investment £ 19,165.00

Qty Managed Support Services | Option B Unit Price Total Price
1 ProActive Remote | Email | Telephone PLUS 3,360.00 3,360.00
[Includes unlimited on-site support for Critical System Failure & Loss Of Service]

120 Half Day Technical Visits [Based on 3 half day visits per week/40 Weeks] 135.00 16,200.00

Total Investment £ 19,560.00

All prices are valid for thirty days (30) and are exclusive of VAT

Placement of order and/or purchase order should be returned to sales@computertalk.co.uk

Payment terms and conditions

Hardware Upon delivery

Software & Licensing - Upon Invoice

Technical and Installations Labour - Upon acceptance/30 Days from Invoice

Cabling - Upon acceptance/ 30 Days from Invoice

Please note thatthe placement of a written orderindicates acceptance of our standard terms and conditions

E & OE
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