
 

 

 
 
 
 
 
 
 
 
 
 
 

IVY HILL PREPARATORY CHARTER SCHOOL 
Management Recommendation 

04-22-2020 
 
 
Recommendation:    
Background:  

We received formal proposals from 3 vendors. All vendors followed the requirements as 
outlined by management.    

 
Recommendation: 
 
Management recommends that we continue our services with EdIT technology management 
service. We would recommend them based on the following: 
 

1. EdIT is already familiar with our school and currently provides us exceptional service. 
2. EdIT was the most affordable technology management service. 
3. This company provides technology maintenance service and onsite visits as requested 

for a flat monthly fee of $2,000 for a total of $24,000 for the year the lowest of all 3 
vendors.  
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IVY HILL  PREP 
IT  MANAGED SERVICES PROPOSAL 
VER 1.1 
 
 
 
 
F E B R U A R Y  2 6 ,  2 0 2 0  
 
 
 
P R E S E N T E D  B Y :    
M I N D S H I F T  T E C H N O L O G I E S  
M I C H A E L  H E N D R I C K ,  S A L E S  D I R E C T O R ,  E D U  &  S L G  
m i c h a e l . h e n d r i c k @ m i n d s h i f t . c o m  |  2 0 1 - 7 8 8 - 5 0 4 6  
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C .  E X EC U T I V E  S U M M A RY 
  
Thank you for the opportunity to provide some information and pricing on Total IT 
Management solution for your school. We are excited for the opportunity to partner with 
Ivy Hill Prep in providing the requested support.  
 
 
mindSHIFT is certified Erate provider with over 17 years of experience providing 
products and services to schools across the country. We have over 150 K-12 school 
clients (primarily charter schools) that we serve today, with 60+ in New York and New 
Jersey. These clients include Uncommon Schools, Harlem Village Academies, Explore 
Network, Coney Island Prep, Inwood Academies, Amber Charter, Open Sky Education, 
Harriet Tubman Charter, and others. 
 
K-12 Education represents the number one vertical industry that we serve today and is 
the primary focus for everyone that supports your account. 
 
mindSHIFT has a dedicated account team for K-12 and charter school education with 
over 80 engineering and account management personnel dedicated to supporting K-12 
school clients. mindSHIFT has a dedicated customer care and NOC group in our main 
operations facility that does support for our K-12 and charter school clients. 
 
mindSHIFT is experienced in summer project work for schools and understands the 
importance of delivering projects in a short period of time when schools are able to 
implement projects when students and teachers are not in session. mindSHIFT has the 
resources to implement any project(s) for school clients in the summer months.  
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M I N D S H IF T  OVE R VI E W   

 
mindSHIFT is an IT services provider, helping small and mid-sized businesses and K-12 
education for more than 17 years. At mindSHIFT, we know that offering the right mix of 
IT services is only part of the solution. Whether you are looking for a service provider to 
take over your entire IT function or looking to move specific applications to the cloud, we 
give you the attention you deserve and the strategic guidance you need to succeed and 
grow.  
 
 Founded in 1999 to provide a suite of managed IT services 

 900 Employees – Dedicated K-12 Education Support Team 

 50,000 managed desktops, 13,000+ managed Servers and devices 

 140,000 Mailboxes managed 
 2.8 PB of storage 
 
 

“Grow as you Go” Technology Services 
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E .  S U M M A RY  O F  F I R M’ S  Q U A LI F I CA T I O N S  
 

mindSHIFT will be assigning the best resources available to the Ivy Hill Prep account. The 
roles of those primary resources are detailed here. 
 

mindSHIFT Approach 
 
We pride ourselves on employing very talented individuals and providing them with a 
stimulating work environment.  Our clients and top talent stay with us year after year for the 
same reason: we develop innovative, industry-leading solutions that deliver results and 
resolve our client’s business problems.  We also strive to promote a “one team” mentality 
with our clients, working towards common goals.   
 
mindSHIFT maintains a full time operations 
staff with multiple resources in each technical 
discipline.  In addition, mindSHIFT has several 
partnerships that facilitate immediate access 
to additional technical resources as required.   
 
An Account Manager (AM) from our 
Education Group is assigned to each 
customer as a single point of contact for 
overall service delivery.  The Account 
Manager oversees all of the mindSHIFT 
support and service activities associated with 
the supported environment.  The Account 
Manager is responsible for mindSHIFT 
delivery performance, accountable as a single 
point of contact to ensure that mindSHIFT’s 
commitments to our clients are met.  
 
A Technology Consultant (TC) is assigned 
to each customer to assist with long 
term strategy, technology steering 
and budgeting to ensure that IT 
meets business priorities and goals.  
The Roadmap reviews past 
objectives and provides a place to 
plan both company and technology 
goals.  The Technology Summary 
provides more detail about the 
specific platforms in place in the 
company as it exists currently and 
highlights any risks or liabilities that 
may exist.   
 
Your organization will be supported 
technically by a dedicated team within the mindSHIFT Network Operations and Customer 
Care groups.  mindSHIFT’s service delivery team becomes an extension of your company; 
with open lines of communication, full disclosure of support issues and an ongoing focus on 
meeting your IT related business objectives. 
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DBS Vickers Securities
 DBS Vickers Securities

 
  

 Length of time in business 21 years, since 1999 

Location Corporate HQ – Malvern, PA 
Local Office: Atlanta 
400 Northridge Road 
Suite 1100 Atlanta GA 30350 

Number of employees 800+, 75% are technical. 
Number of years of experience with small 
businesses 

18 

Number of small business clients, and years 
with 

2000+ 

Number of years of experience with charter 
schools 

14 

Number of charter schools clients, and years 
with 

150 +, many for 5+ years 

Competitive advantage No other company has the experience and 
resources to provide the level of support that 
mindSHIFT can. Our turnover in the EDU groups 
is about 5%, with most staff having 5+ years of 
experience. We can list many more reasons, 
however the most inclusive answer is that over 
the last 12 years we have an unheard of 95% 
customer retention. 
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 DBS Vickers Securities

 
 P R O P O S AL  

 
 

 

Total IT Management - Quant  Per Unit 
Total 

Monthly 

Account Management, Strategic CIO Services,

Education account management team - monthly strategic meetings, monthly reports, 
access to customer care portal and ticketing system - all included with our services

1 N/C N/C

Server and Infrastructure Management
Advanced Monitoring and Management  - Per Location 
Up to five (5) devices at a single location
Monitor uptime, services and resources
Remote support to remediate alerts and outages of monitored devices

1 $300 $300

Advanced Monitoring and Management  - Per Additional Device 
Single device fee (Location Fee required)
Monitor uptime, services and resources
Remote support to remediate alerts and outages of monitored devices

20 $30 $600

Desktop Management

Desktop Management - MAC / PC
Assumption = 15 total managed workstations
Unlimited contact to Help Desk 7-7 EST M-F  (off hrs available - see below)
Remote Help Desk - unlimited incidents & remote resolution 
System Administration - Adds, Changes, Moves, Deletes, Policies
Anti Spam ,Anti Virus & Spyware / Malware (licensing & management)
Patch Management, Remote Management Tools & mindSHIFT Portal 

22 $30 $660

Office 365 and Google App Support 25 $2 $50

Low Usage Workstation Support for Student Machines 0 $10 $0

Chromebook Support 80 $3 $240

On Site Prescheduled Customer Engineering 

Prescheduled Proactive Customer Engineering days  (2 days per month)
Best Practices Analysis & Reporting

1 $1,600 $1,600

$3,450
$3,450One-Time Setup / Installation Fee

Ivy Hill Prep Pricing Estimate

Total for Direct Services - Monthly
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 Case study – Open Sky Education 

 Schools: 18 
 Regions: AZ, WI, MI 
 HQ Office locations: 3 
 IT Assets: iPads/mobile devices, Laptops, Desktops, Servers, Wireless Access Points, LANs, Phones 

 
Open Sky Education operates schools in Milwaukee, St Louis and Phoenix – a total of 18 schools today and 
growing to 25 within the next 3 years. Open Sky has utilized Erate funding in the past to pay for internet access 
and network upgrade projects. They used a third-party IT company to support all their technology needs. But 
that provider could not keep up with the growth and satisfaction with their support levels had grown to an all-
time low. 
 
Open Sky decided to issue an RFP to evaluate new potential IT support providers. mindSHIFT reviewed the 
RFP and visited some of the schools to review the current IT network and infrastructure. The following 
challenges existed: 
 

 Outdated network and wireless access point equipment 
 Not enough wireless access points to cover the access needs of the students and teachers 
 Network down time and slow response from current provider 
 Classroom technology unused because of slow network and server access 
 Online testing problems because of lack of support and proper network infrastructure 

 
mindSHIFT proposed a solution to take over as the IT support provider and upgrade key aspects of their 
network and server infrastructure. Open Sky had limited budgets for projects so mindSHIFT developed a 
managed WIFI and managed VoIP platform specific for this client so that the client was able to afford the 
upgrades and shift the costs into their operational budget. mindSHIFT also proposed faster and more reliable 
fiber Internet access for all locations to improve speed to access the Internet for classroom technology and 
online testing requirements. 
 
mindSHIFT was selected as the vendor of choice and now provides ongoing support with both remote staff 
and onsite staff. mindSHIFT implemented the proposed projects which helped give Open Sky the ability to use 
technology more efficiently and aided student performance in the classroom.  
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GHJUDGDWLRQ�RI�
VHUYLFH��ODUJH�
QXPEHU�RI�XVHUV�RU�
FULWLFDO�EXVLQHVV�
IXQFWLRQV�DIIHFWHG��

Ã� Å� É� ÛÂ�¥Â�P]kg�d<hj�
GkI�jQZI¦�

/LPLWHG�'HJUDGDWLRQ�
RI�VHUYLFH��ODUJH�
QXPEHU�RI�XVHUV�RU�
FULWLFDO�EXVLQHVV�
IXQFWLRQV�DIIHFWHG��

Ä� É� ÂÇ� ÛÃ�¥Ã�P]kgh�d<hj�
GkI�jQZI¦�

6PDOO�VHUYLFH�
GHJUDGDWLRQ�
�EXVLQHVV�SURFHVV�
FRQWLQXHV��RQH�RU�D�
IHZ�XVHUV�DUH�
DIIHFWHG��
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<h�GgQpI�hd<EI�NgII��<pIg<OI�ZIZ]gs�kh<OI��<[G�
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�
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�
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qPQYI�]jPIg�hIgpQEIh�<gI�ZQhhQ][�EgQjQE<Y�gIfkQgI�E][hj<[j�Z][Qj]gQ[O��0PIhI�j<hXh�P<pI�DII[�GIhQO[<jIG�Q[�
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�IhEgQdjQ][� �gIfkI[Es� �[EYkGIG�

�I[Ig<Y�

�]EkZI[j�h]Njq<gI�<[G�P<gGq<gI�EP<[OIh� �h�gIfkQgIG� 9Ih�

0Ihj�D<EXkdh�qQjP�gIhj]gIh� !][jPYs� 9Ih�

.Id]gjh�G]EkZI[jQ[O�q]gX�<EE]ZdYQhPIG�]g�Q[�dg]EIhh� $[O]Q[O� 9Ih�

/IgpIgh�

!<[<OI�/IgpIgh�¥G<j<�²�6$�+¦� $[O]Q[O� 9Ih�

!<[<OI�P<gGq<gI�<[G�.���°h�<[G�IrjIg[<Y�GIpQEIh�� �h�gIfkQgIG� 9Ih�


PIEX�dgQ[j�fkIkIh� 7IIXYs�¥][O]Q[O�QN�

dgQ[jIg�QhhkIh�

gId]gjIG¦�

9Ih�

!][Qj]g�EgQjQE<Y�hIgpIg�hIgpQEIh� $[O]Q[O� 9Ih�

.IpQIq�IpI[j�Y]Oh� 7IIXYs� 9Ih�

�IId�/IgpQEI�+<EXh��+<jEPIh�<[G��]jNQrIh�EkggI[j���� 
gQjQE<Y�<h�gIfkQgIG��

gIE]ZZI[GIG�<NjIg�

jIhjQ[O�

9Ih�

0Ihj�d<jEPIh�<[G�kdG<jIh� �IN]gI�GIdY]sZI[j� 9Ih�


PIEX�IpI[j�Y]O�]N�IpIgs�hIgpIg�<[G�QGI[jQNs�d]jI[jQ<Y�QhhkIh� 7IIXYs��]g�GkgQ[O�

dg]DYIZ�
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!][Qj]g�P<gG�GgQpI�NgII�hd<EI�][�hIgpIg� $[O]Q[O� 9Ih�

�[hj<YY�<[G�Z<[<OI�6!q<gI�Ã�Á�<ddYQE<jQ][h� �h�gIfkQgIG� 9Ih�
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Managed Services 
Proposal and Agreement 
Between Charter Technology Solutions, LLC (“CTS” or service provider) 
and Ivy Hill Preparatory Charter School (“Client”)

                           
                            5/31/2019
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MONTHLY MAINTENANCE COSTS - DIRECT COSTS

Managed Services Total Care Package for K-12 (2020-21)

Service Units Rates

Client Maintenance and 
Support

Per 
client/month

1-25 Users 26-50 51-75 76-100 101+

$36 $34 $33 $32 $28

Servers and Phone System Per 
Server/Month

Per Server or Phone System

$160

Network Devices, 
Non-E-Rate

Per 
Service/Month

1-25 
Devices

26-50 51-75 76-100 101+

$12 $11 $10 $8 $6

Student Devices Per 
Device/Month

1-50 
Devices

51-100 101-150 151-200 201+ 

$8.00 $7.00 $6.00 $5.00 $3.50

Onsite Support Per Day
1 Day 2-3 Days 4 Days 5+ Days

$550 $540 $530 $525

Internet Connection 
Maintenance

Per 
Service/Month

Fee per service maintained

$100

Total Care Package 

Item QTY Rate / Unit Total

User Maintenance and Support 20 $36.00 $720.00

Servers or Phone Systems for TCP 1 $160.00 $160.00

TCP Network Devices - Non Erate Eligible 12 $12.00 $144.00

Student Devices 120 $6.00 $720.00

Scheduled Onsite Support Days 1 $550.00 $550.00

Internet Connection Management 0 $100.00 $0.00

Project Management and Strategic Consulting (INCLUDED) 1

Total Monthly Cost $2,294.00
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Executive 
  Summary The short version for anyone

short on time.

Relationship Basics
After an initial 12-month term our relationship will 
continue month to month and either party can end it 
with 60 days’ notice. more

You’ll pay us monthly, based on the agreed rate card, 
for people and systems we are supporting for you. 
We will report any changes to you monthly. more

That includes any services or products provided 
under the E-rate program. Of course, we’ll work with 
you to take maximum advantage of E-rate dollars 
where possible. more

Our service hours are 7:30am-6pm M-F, and we’ll 
work to resolve all issues as fast as possible based 
on your indicated priority. more

We provide the service, but you’re responsible for 
any hard costs (parts, software licenses, earplugs, 
etc.) incurred in resolving issues. more

The Legal Stuff
Each will protect the other’s confidential info. more

Manufacturers warrant their own products (servers, 
software, etc.). We provide no additional warranties 
not explicitly spelled out. more

Our liability is limited to the extent of the agreement 
itself, and you’ll hold us harmless in any action by 
a third party (e.g. students and school employees, 
etc.). more

You’ll excuse a delay in service if truly beyond  
our control (aliens land, Central Park is under water, 
etc.). more

Please don’t poach our awesome staff. ‘Nuff said. 
more

How Maintenance Works
Monthly support applies to your existing systems. 
Adding new technology, big changes or overhauls of 
systems will be handled as project work and billed 
separately per agreed-upon terms. more

Essentials clients qualify for our support on 
non-covered items at standard hourly rates. more

We’ll work with appropriate hardware vendors to 
achieve repair of vendor-supported hardware. more

To qualify for service, technology must be compli-
ant with minimum support standards (e.g. software 
licenses are genuine, technology is still supported by 
the vendor, etc.). more

We’ll work with you to obtain up-to-date equipment, 
but if you insist on using non-compliant or outdated 
hardware, that’s on you. more

You promise to help us help you (e.g. let us in when 
we come over, make sure we aren’t tripping over 
hazardous substances, etc.). more

The Appendices
(A) �Outline of our support commitments—support

tiers, turnaround times and escalation process.
more

(B) �Table of support services—our promises both
ongoing and as-needed. more

(C) �Chart of typical equipment life and estimated
replacement costs when needed, used to deter-
mine support eligibility. more

(D) �Rate card for managed services—our uniform
price list for services that will be used to calculate
your bills. more

charterts.com, 866.399.3230

Please keep in mind that this Executive Summary is just that – an 
overview of our master contract. The definitive legal agreement  

between you and CTS is the actual contract agreed to and signed 
by our respective representatives.
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TERMS OF AGREEMENT
This Managed Services Agreement (“Agreement”) is between Client and Service Provider (each a “Party” and

collectively, the “Parties”), and sets forth the legal rights and obligations governing your order for managed

IT services, associated equipment and software, and the installation and service thereof (the “Services”), or 

any future oral or written request for Services made in addition to that covered by this Agreement and 

accepted by Service Provider. Service Provider reserves the right to periodically review and modify the

terms of this Agreement, its Appendices, and any pricing associated herewith, with thirty (30) days prior

written notice to Client.

TERM AND TERMINATION
The term of this Agreement shall commence on the date that Service Provider commences performance, 

which date shall be reflected in the first invoice submitted to Client (the “Effective Date”), and will continue 

in effect for one-year thereafter (the “Initial Term”). Unless terminated by either Party with sixty (60) days’ 

notice prior to the expiration of the Initial Term, this Agreement shall continue on a month-to-month basis

(“Month-to-Month Term,” together with the Initial Term shall constitute the “Term”). During the Month-to- 

Month Term, either Party may terminate the Agreement upon sixty (60) days written notice to the other

Party. In the event that this Agreement is terminated prior to the expiration or termination of a then- 

pending contract for Internet Access, telephony, subscription software or similar services (“Third-Party 

Obligations”), the terms of this Agreement shall remain in effect as to such Third-Party Obligations until the 

contract governing the Third-Party Obligation expires or is terminated in accordance with its terms.

If either Party terminates this Agreement, Service Provider will assist Client in the orderly termination of 

Services, including the timely transfer of the managed IT services to another designated provider. Client 

agrees to pay Service Provider the actual costs of rendering such assistance.   

Termination of this Agreement shall not relieve either Party of its respective obligations to comply with all 

terms of this Agreement that expressly call for performance prior to or subsequent to the termination date, 

including without limitation, the payment of fees and the parties’ respective obligations to protect 

Confidential information, as defined herein.  

FEES AND PAYMENT SCHEDULE 
Monthly recurring support fees will be invoiced to Client on a monthly basis, and will become due and 

payable on the first day of the following month, unless stated otherwise on your invoice.  Services may be 

suspended if payment is not received within thirty (30) days following the invoice date due.  It is understood 

that any applicable Federal, State or Local taxes shall be added to each invoice for Services provided under 

this Agreement. Client shall pay any such taxes unless a valid exemption certificate is furnished to Service 

Provider for the State of use. 

Appendix D (Rate Card) outlines the monthly fees to be charged Client under the terms of this Agreement.  

Client is responsible for all listed charges, as well as any third-party fees applicable thereto.  For Clients 
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selecting “Essentials” package, the first month will include an additional one-time setup fee, which shall be 

identified in the Essential Rate Card provided to Client.   

 

Monthly recurring support fees are subject to monthly review for accuracy and completeness.  Should 

adjustments or modifications be required that change the monthly fees, these changes will be based on 

actual user and device counts and the stated pricing based on the Rate Card (Appendix D).  Client will be 

provided a monthly report that identifies any such adjustments or modifications, and any change to the 

associated fee(s) will be reflected in the subsequent monthly invoice(s) unless disputed by Client in writing 

within thirty (30) days of the date of the applicable monthly report.  

 

Client shall not be relieved of its payment obligations due to the failure of any third party to make timely 

payments.  

SERVICES COVERED AND CHANGE REQUESTS 
Appendix B (CTS Services) outlines the Services covered by the terms of this Agreement.  For “ESSENTIALS” 

packages, billable hourly Help Desk support is available.  Client acknowledges and agrees that the Services 

provided are for routine support of Client’s existing network, equipment and systems.  Any request by Client 

to add new technology, equipment or software, or otherwise require support that is considered in Service 

Provider’s sole discretion to be non-routine or require Service Provider personnel to devote in excess of one 

business day to the task, shall be considered additional “Projects” and will be billed at Service Provider’s 

then-current hourly rate(s) In 15-minute increments of the hour. 

 

Should Client wish to change the quantity or amount of Services provided (“Service Modification”), Client 

shall notify Service Provider of such change and, if approved by Service Provider, the Service Modification, 

and any corresponding adjustment to the monthly fees (including third-party fees), shall be reflected in the 

subsequent monthly invoice(s).  In no case shall the fees associated with a Service Modification be prorated. 

 

Should Client wish to add or remove Services, or change, add or remove the location of the Services 

provided, Client shall provide Service Provider sixty (60) days’ advance notice of any such request (“New 

Service Request”).  Service Provider shall have thirty (30) days to approve such New Service Request.  If 

approved, the New Service Request, and any associated fees and costs (including third-party fees), shall be 

reflected in the monthly invoice corresponding to the date that Service Provider commences performance.  

In no case shall the fees associated with a New Service Request be prorated.  

CLIENT RESPONSIBILITIES 
Client will allow Service Provider reasonable access to location(s) at which the Services are being provided 

(“Premises”) as necessary and as authorized by Client for installation, inspection, testing and repair of the 

equipment, network or system and performance of any required activity and make available a reasonable 
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amount of secure space for storage by Service Provider of repair parts and provide any assistance as 

necessary to allow Service Provider to perform Services. 

 

In addition, Client represents and warrants that the Premises shall: (i) be in compliance with all applicable 

federal, state and local laws, rules and regulations, including hazardous waste and environmental laws 

and/or regulations; (ii) be safe; and (iii) not contain, present, or expose Service Provider employees or agents 

to asbestos or other hazardous materials or substances.  If Client breaches this Section, Service Provider 

may immediately suspend performance until Client has corrected such condition(s) and/or terminate this 

Agreement with respect to such Premises without liability. 

MINIMUM STANDARDS REQUIRED FOR SERVICES 
In order for Client’s existing environment to qualify for Service Provider’s Managed Services, the following 

requirements must be met (collectively, the “Minimum Standards”).  The costs required to bring Client’s 

environment up to these Minimum Standards are not included in this Agreement and shall be billed 

separately. 

1. All Server and Desktop Software must be Genuine, Licensed and Vendor Supported. 

2. Client agrees that if the vendor of any software in use on Client systems announces the End of 

Support of a product or mandatory upgrade away from a version of their software the Client will 

engage Service Provider in a Project to purchase and deploy suitable and supported replacement 

software. 

3. The environment must have a currently licensed, up to date and Vendor Supported Server based 

Antivirus Solution protecting all Servers, Desktops, Notebooks/Laptops, and Email. 

4. Client agrees to utilize the Service Provider’ preferred Server backup solution suite, which is 

included in both Total Care and Essential service offerings.  Storage limits may apply. 

5. The environment must have a currently licensed, Vendor Supported Hardware Firewall between the 

Internal Network and the Internet.  

6. All Wireless data traffic in the environment must be securely encrypted.  

7. Client must have a static IP address available from at least one Internet Services Provider for every 

location. 

HARDWARE COMPLIANCE AND EQUIPMENT LIFECYLES 
Service Provider shall provide support of all hardware, equipment, and systems specified in Appendix B, 

provided that all items are eligible for coverage under a currently active vendor support contract or 

replaceable parts are readily available, and all software be genuine, currently licensed and vendor-

supported (“Compliant Hardware”).  The determination of Compliant Hardware shall be made by Service 

Provider in its sole discretion, and shall govern regardless of whether Service Provider procures the item(s) 

at Client’s direction.  Should any hardware or systems be deemed noncompliant with these requirements 

(“Noncompliant Hardware”), if possible, Service Provider will provide Client with a proposal to bring the 
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Noncompliant Hardware into compliance.  If Client does not accept the proposal within thirty (30) days 

and/or compliance is not possible, the Noncompliant Hardware will be excluded from this Agreement and 

Service Provider shall have no obligation to support such Noncompliant Hardware. Should Service Provider 

elect, in its sole discretion, to support such Noncompliant Hardware, any and all fees and costs associated 

with such support (including any third-party charges) shall be billed to Client at cost (“Noncompliant 

Hardware Costs”), including but not limited to Noncompliant Hardware Costs related to  performance 

degradation, slowness, security intrusions or breaches, cosmetic problems, or impaired functionality. 

Service Provider encourages Client to review the CTS Equipment Lifecycle Chart in Appendix C (“CTS Default 

Lifecycles”).  Client shall provide Service Provider thirty (30) days’ notice of any desire to modify the 

Lifecycles identified therein, and any such changes shall be reflected on an updated Appendix C.  Service 

Provider shall make reasonable efforts to support such equipment; however, notwithstanding the foregoing, 

Service Provider reserves the right to refuse to support any equipment outside the CTS Default Lifecycles. 

EXCLUSIONS 
Service Provider shall have no liabilities or obligations relating to Excluded Costs.  As used in this 

Agreement, “Excluded Costs” means each of the following:  

1) Parts, equipment or software that are outside the CTS Default Lifecycles identified on Appendix C.  

2) Hardware and licensing costs.   

3) The cost of any replacement or upgrade parts, equipment, or shipping charges.  

4) The cost of any Software, Licensing, or Software Renewal or Upgrade Fees.  

5) The cost of any 3rd Party Vendor or Manufacturer Support or Incident Fees.  

6) The cost to bring Client’s environment up to minimum standards required for Services.  

7) Failure due to acts of God, building modifications, power failures or other adverse environmental 

conditions or factors.   

8) Service and repair made necessary by the alteration or modification of equipment other than that 

authorized by Service Provider, including alterations, software installations or modifications of equipment 

made by Client’s employees or anyone other than Service Provider.  

9) Maintenance of Applications software packages, whether acquired from Service Provider or any other 

source unless as specified in Appendix B.    

10) Programming (modification of software code) and program (software) maintenance unless as specified in 

Appendix B.  

11) Training or professional development.  
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COVERAGE HOURS, SUPPORT AND ESCALATION 
Coverage Hours  

Remote Helpdesk and Vendor Management of Client’s IT networks will be provided to the Client by Service 

Provider through remote means between the hours of 7:30 am – 6:00 pm Monday through Friday, excluding 

Service Provider’s observed holidays, which include all federally-observed holidays (except Veteran’s Day), 

as well as the day following Thanksgiving Day and December 24th (collectively, “Holidays”).  Network 

Monitoring Services will be provided 24/7/365. To the extent Client requests, or circumstances require, 

Service Provider to provide onsite Services or other support, Service Provider generally will access the 

Premises between 9am-5pm (“Onsite Hours”), but will make reasonable efforts to accommodate requests 

by Client to modify the Onsite Hours. 

Support and Escalation  

Service Provider will respond to Client’s Incident Tickets under the provisions of Appendix A, and with best 

effort after hours or on Holidays.  Incident Tickets must be opened by email to our Help Desk at 

support@charterts.com or by phone at 866-399-3230.  Each call will be assigned an Incident Ticket number 

for tracking.  Our escalation process is detailed in Appendix A. 

Service outside Normal Working Hours  

Emergency services performed outside of the hours of 7:30 am – 6:00 pm Monday through Friday, excluding 

Holidays, shall be subject to provisions of Appendix A. 

Service Calls Where No Trouble is found  

If Client requests onsite service and no problem is found or reproduced, Client shall be billed at the current 

applicable rates as indicated in Appendix D. 

E-RATE PROGRAM 
Client and Service Provider acknowledge that some of the Services provided under this Agreement may be 

eligible for funding under the federal E-Rate program.  Accordingly, Client and Service Provider agree to take 

all actions and submit all filings necessary to obtain and preserve E-Rate funding.  Client shall be liable to 

and shall pay Service Provider in full for any amounts owing or costs incurred that are not eligible for E-

Rate funding or are otherwise not reimbursed by the Universal Service Administration Company (“USAC”).  

Service Provider makes no guarantees, representations, or warranties regarding the E-Rate eligibility or 

ineligibility of the Services provided under this Agreement.   

CONFIDENTIALITY 
During the Term of this Agreement, Service Provider and Client may be exposed to the other’s proprietary 

information (the “Confidential Information”).  Each Party agrees to hold in strictest confidence and not to 

disclose to any person or use in any way for that Party’s own or another’s benefit any of the other Party’s 

Confidential Information or the terms of this Agreement and any associated proposals or orders.  The 

parties agree that any violation of these provisions regarding confidentiality will result in irreparable injury 

to the other Party and agree that each shall have the right to seek a restraining order, injunction or any 
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other remedies available at law or in equity.  The Parties agree to waive any bond requirement for 

enforcement of this provision. 

WARRANTY 
(A)  Client shall have the benefit of the manufacturers’ end user warranties for all Compliant Hardware 

provided hereunder.  Client acknowledges and agrees that Service Provider shall have no liability or 

obligations with respect to either Compliant or Noncompliant Hardware, provided that Service Provider will 

provide reasonable assistance to Client in presenting any warranty claims relating to Compliant Hardware to 

the manufacturer.  (B) Client agrees that installation, repair, or modification of a system by non-

manufacturer certified technicians may void the manufacturer’s warranty and may result in a denial of 

hardware and/or software support services.  (C) UNLESS OTHERWISE STATED IN THIS AGREEMENT THE 

WARRANTIES SET FORTH IN THIS SECTION ARE IN LIEU OF ALL OTHER WARRANTIES FROM SERVICE 

PROVIDER.  SERVICE PROVIDER DISCLAIMS ALL WARRANTIES, EXPRESS OR IMPLIED, INCLUDING, BUT NOT 

LIMITED TO, IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE, ANY 

WARRANTY OF NONINFRINGEMENT, ANY WARRANTIES ARISING FROM A COURSE OF DEALING, USAGE OF 

TRADE, TRADE PRACTICE OR ANY WARRANTY OF SECURITY OR THAT THE SERVICES OR NETWORK 

TRANSPORT WILL BE UNINTERRUPTED OR ERROR FREE.  SERVICE PROVIDER SHALL NOT BE LIABLE FOR 

UNAUTHORIZED ACCESS TO SERVICE PROVIDER’S OR CLIENT’S TRANSMISSION FACILITIES OR PREMISES 

EQUIPMENT OR FOR UNAUTHORIZED ACCESS TO, OR ALTERATION, THEFT, LOSS OR DESTRUCTION OF 

CLIENT’S DATA FILES, PROGRAMS, PROCEDURES OR INFORMATION THROUGH ACCIDENT, FRAUDULENT 

MEANS OR DEVICES (SUCH AS TOLL FRAUD), COMPUTER VIRUSES OR ANY OTHER METHOD.  SERVICE 

PROVIDER MAKES NO WARRANTY FOR USE OF THE SYSTEM AS A COMPONENT IN LIFE SUPPORT DEVICES OR 

SYSTEMS OR WITH RESPECT TO THE PERFORMANCE OF ANY SOFTWARE OR FIRMWARE.   

LIMITATION OF LIABILITY 
(A) IN NO EVENT SHALL SERVICE PROVIDER BE LIABLE FOR: (i) ANY INDIRECT, SPECIAL, INCIDENTAL, OR 

EXEMPLARY DAMAGES; (ii) CONSEQUENTIAL DAMAGES, INCLUDING, BUT NOT LIMITED TO, COMMERCIAL 

LOSS OF ANY KIND WHICH INCLUDES LOSS OF BUSINESS, PROFITS, REVENUE OR SAVINGS, AND LOSS OF 

DATA OR MESSAGES; OR (iii) ANY DAMAGES OF ANY KIND RESULTING FROM UNAUTHORIZED USE OF THE 

SYSTEM, INCLUDING, WITHOUT LIMITATION, TOLL FRAUD OR COMPUTER VIRUSES. THIS PROVISION APPLIES 

TO ALL CLAIMS WHETHER BASED UPON BREACH OF WARRANTY, BREACH OF CONTRACT, NEGLIGENCE, 

STRICT LIABILITY IN TORT OR ANY OTHER LEGAL THEORY, AND WHETHER SERVICE PROVIDER HAS BEEN 

ADVISED OF THE POSSIBILITY OF SUCH DAMAGE OR LOSS.  WITH RESPECT TO ANY CLAIM FOR DIRECT 

DAMAGES, THE ENTIRE LIABILITY OF SERVICE PROVIDER FOR CLAIMS ARISING UNDER OR IN ANY WAY 

RELATED TO THIS AGREEMENT SHALL NOT EXCEED EITHER THE VALUE OF THE PROPOSAL OR ORDER 

GIVING RISE TO THE CLAIM.  This limitation applies notwithstanding any failure of essential purpose of such 

limited remedy.  (B)  Service Provider shall be liable for any physical damage it causes to the system or its 

components due to its gross negligence or willful misconduct.  In such event, Client’s sole remedy shall be 

limited to Service Provider’s repair of the system or component, or if the system or component cannot be 

repaired, as determined by Service Provider in its sole discretion, replacement with a comparable system or 

component or a prorated refund. 
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INDEMNIFICATION 
Each Party shall defend, indemnify and hold harmless the other Party, and its respective directors, officers, 

trustees, members, employees and agents from and against any third party claim, suit, action or proceeding 

alleging bodily injury (including death) or damage to tangible property to the extent such injury or damage is 

caused by the gross negligence or willful misconduct of the indemnifying party, its employees, 

subcontractors or suppliers in connection with the performance of Services or the unauthorized disclosure 

or use of any confidential information, as defined below, provided that such claim is promptly reported to 

the indemnifying party in writing. 

FORCE MAJEURE 
Except for Client’s payment obligations hereunder, a Party’s non-performance or delay shall be excused to 

the extent the failure or delay in performance is the result of events beyond such Party’s reasonable control 

including, without limitation, governmental actions, civil unrest, terrorism, power surges or failure, fire, 

water, acts of God including without limitation, rain, floods, earthquakes or lightning. 

NON-SOLICITATION AND NON-HIRE 
During the term of this Agreement, and for two years immediately thereafter, Client agrees not to solicit for 

employment, hire or otherwise retain, directly or indirectly, any employee or independent contractor of 

Service Provider who performed services under this Agreement, without Service Provider’s prior written 

approval. If an employee or independent contractor is hired in violation of this section, Client shall pay to 

the other Party as liquidated damages a fee (the “Fee”) equal to 50% of the employee’s annual 

compensation within thirty (30) days of written notice of such violation.  The Fee shall also be payable if the 

Service Provider consents to the engagement of the employee or independent contractor. 

 

In addition, Client agrees that it will not engage in any commercial or other business relationship with, or 

contact, deal with or utilize, any third-party service provider without the Service Provider, if such third-party 

service provider was introduced to Client by the Service Provider in connection with this Agreement, except 

to the extent any such relationship is engaged in the ordinary course of business and consistent with past 

practices. 

NOTICES 
Notices shall be in writing and will be deemed given when delivered in person or when sent, with confirmed 

delivery, via electronic mail, facsimile, or overnight courier.  The respective addresses of the parties for 

notice are: (i) to Client: at the address indicated on the Order; or, (ii) to Service Provider: Charter Technology 

Solutions, Attention: Sachin Gujral, 129 20th Street, Suite 2, Brooklyn, NY 11232.  Client shall notify Service 

Provider of any changes to its address. 

GENERAL PROVISIONS 
(A) Assignment.  Client shall not assign this Agreement without Service Provider’s prior consent.  (B) Binding 

Effect.  This Agreement shall be binding upon and shall inure to the benefit of the parties and their 
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respective successors and permitted assigns.  (C) Waiver.  A Party’s waiver of any default will not operate as 

a waiver of any contemporaneous or subsequent default.  (D) Severability.  If any Court finds any provision 

of this Agreement to be void, unlawful or unenforceable under any applicable statute or other controlling 

law, such provision shall be deemed severed and the remainder of this Agreement shall continue in full 

force and effect.  (E) Governing Law.  This Agreement shall be governed by the laws of the State of New 

York without regard to its choice of laws principles.  (F) Publicity.  Client shall not issue a news release or 

other form of publicity (excluding any requisite federal or state reporting) concerning the existence of the 

Agreement or the Services without obtaining the prior written approval of Service Provider.  (G) Agreement 

Precedence. In the event of any conflict between these terms and conditions of this Agreement and other 

documents attached hereto or agreed to by the Parties in writing, the order of precedence shall be: (i) the 

terms and conditions of this Agreement and, to the extent applicable, any contract governing Third-Party 

Obligations; (ii) applicable product/service proposals; (iii) any order; and (iv) any other attachments and/or 

exhibits.  (H) Independent Contractor.  Service Provider and Client are independent contractors with respect 

to all rights and obligations under this Agreement.  (I) Execution.  This Agreement may be executed 

contemporaneously in one or more counterparts, each of which shall be deemed an original, but which 

together shall constitute one instrument and the Parties may rely on a facsimile or digital signature to bind 

the other Party.  (J) Entire Agreement and Modification. This Agreement supersedes all prior or 

contemporaneous proposals, communications and negotiations, both oral and written, relating to the 

subject matter of this Agreement and constitutes the entire agreement between Service Provider and Client 

with respect to the subject matter herein. No subsequent agreement among the Parties concerning the 

Services shall be effective or binding unless made in writing and executed by authorized representatives of both 

Parties.  Neither electronic mail nor instant messaging shall be considered a “writing” sufficient to change, 

modify, extend or otherwise affect the terms of the Agreement.   
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APPENDIX A – CTS Service Delivery Process 
Response and Resolution Times  
The following table shows the Incident response and resolution targets for each priority level: 

Issue Priority Response Target Resolution Target 

    In Business Hours 

Business critical function or service affected 
1 1 hour 4 hours 

Most or all users 

Significant degradation of service 
2 2 hours 8 hours 

Many users or major functions affected 

Limited degradation of service 
3 4 hours 8 hours Limited number of users affected, work 

can continue 

Minimal degradation of service 
4 8 hours 6 weeks 

Low priority requests or long term efforts 

 

Support Tiers 
The following details and describes our Support Tier levels:  

Support Tier Description 

Tier 1 
All support incidents begin in Tier 1, where the initial trouble ticket is created, the issue 
is identified and clearly documented, and basic hardware/software troubleshooting is 
initiated.  

Tier 2 
All support incidents that cannot be resolved with Tier 1 Support are escalated to Tier 2, 
where more complex support on hardware/software issues can be provided by more 
experienced Engineers.  

Tier 3 

Support Incidents that cannot be resolved by Tier 2 Support are escalated to Tier 3, 
where support is provided by the most qualified and experienced Engineers who have 
the ability to collaborate with 3rd Party (Vendor) Support Engineers to resolve the most 
complex issues. 

 

Service Request Escalation Procedure 
The following workflow describes what happens to an Incident or problem ticket as It makes Its way 

through the CTS Support Tiers on Its way to being resolved. 

A. Client communication is received 

B. Incident Ticket is created 

C. Issue is reviewed, assigned a Priority and documented in ticketing system 

D. Issue is acknowledged with an e-mail, indicating assigned ticket number and priority 

E. Issue undergoes triage by Tier 1 Support engineers 
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F. If issue can be resolved through Tier 1 Support:  

G. Level 1 Resolution - issue is worked to successful resolution  

H. Quality Control - issue is verified to be resolved to Client’s satisfaction  

I. Trouble Ticket is closed, after complete problem resolution details have been updated in ticketing 

system 

J. If issue cannot be resolved through Tier 1 Support:  

K. Issue is escalated to Tier 2 Support  

L. Issue is qualified to determine if it can be resolved by Tier 2 Support  

M. If issue can be resolved through Tier 2 Support:  

N. Level 2 Resolution - issue is worked to successful resolution  

O. Quality Control - issue is verified to be resolved to Client’s satisfaction  

P. Trouble Ticket is closed, after complete problem resolution details have been updated in ticketing 

system 

Q. If issue cannot be resolved through Tier 2 Support:  

R. Issue is escalated to Tier 3 Support  

S. Issue is qualified to determine if it can be resolved through Tier 3 Support  

T. If issue can be resolved through Tier 3 Support:  

U. Level 3 Resolution - issue is worked to successful resolution  

V. Quality Control - Issue is verified to be resolved to Client’s satisfaction  

W. Trouble Ticket is closed, after complete problem resolution details have been updated in ticketing 

system   

X. If issue cannot be resolved through Onsite Support:  

Y. Client Manager Decision Point - request is updated with complete details of all activity performed 

and     escalated to the assigned Client Manager. 
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APPENDIX B – CTS Services 

Description Frequency Total Care Essentials 

SERVERS 

Manage Servers Ongoing YES YES 

Check Print Queues As needed YES YES 

Monitor all server services Ongoing YES YES 

Keep services packs, patches and hotfixes current Monthly YES YES 

Check event log of every server and identify any potential 
issues 

Ongoing YES YES 

Monitor hard drive free space on server Ongoing YES YES 

Exchange Server user/mailbox management As needed YES YES 

Monitor Active Directory replication Ongoing YES YES 

SQL Server Management As needed YES YES 

Reboot servers if needed As needed YES YES 

Run defrag and chkdsk on all drives As needed YES YES 

Schedule off time server maintenance As needed YES YES 

Clean and prune directory structure, keep efficient and 
active 

Ongoing YES YES 

Setup and maintain groups (accounting, admin, printers, 
teachers, etc.) 

As needed YES YES 

Alert Client to dangerous conditions: 
 - Memory running low 
 - Hard drive showing signs of failure 
 - Hard drive running out of disk space 
 - Controllers losing interrupts 
 - Network cards report unusual collision activity 

As needed YES YES 

Document software and hardware changes As performed YES YES 

Install supported software upgrades As needed YES YES 

BACKUP / DISASTER RECOVERY 

Alert Client to dangerous conditions: As needed YES YES 

Maintain proper operation of backup software  Ongoing YES YES 

Maintain daily backups of servers / main file repositories 
including backup failure remediation 

Ongoing YES YES 

Maintain configuration backups of core network devices 
after each configuration change 

As performed YES YES 

Test restore functionality of server(s) files and/or main file 
repository backups 

Quarterly YES YES 

END-USER DEVICES 

Manage Network Printers Ongoing YES YES 

Manage other Networked devices Ongoing YES YES 

Manage Client Staff Computers 
*Does not include setup of new user workstations 

Ongoing YES NO 

Manage Smartphones As Needed YES NO 

Manage Client Student Devices Ongoing YES NO 
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Appendix B - CTS Services - Continued 

Description Frequency Total Care Essentials 

NETWORKS 

Analysis of router logs As needed YES YES 

Performance monitoring/Capacity planning Ongoing YES YES 

Monitory DSU/TSU, switches, hubs and internet 
connectivity, and make sure everything is operational 
(available for SNMP manageable devices only) 

Ongoing YES YES 

Maintain office connectivity to the internet Ongoing YES YES 

SECURITY 

Check firewall logs As needed YES YES 

Server permissions and file system management As needed YES YES 

Confirm that server antivirus/antimalware definition auto 
updates have occurred 

Ongoing YES YES 

Confirm that workstation antivirus/antimalware definition 
auto updates have occurred 

Ongoing YES NO 

Setup new users including login restrictions, passwords, 
security, applications 
*Does not include setup of new user workstations 

As needed YES NO 

Create new directories, shares and security groups, new 
accounts, disable/delete old accounts, manage account 
policies 

As needed YES NO 

Setup and change security for existing users and 
applications 

As needed YES NO 

APPLICATIONS 

Alert Client to interruptions to key GSuite/Office 365 
cloud services 

As Needed YES NO 

Ensure Microsoft Office Applications are functioning as 
designed 

As needed YES NO 

Ensure Microsoft ActiveSync applications As needed YES NO 

Ensure Adobe Acrobat Applications are functioning as 
designed 

As needed YES NO 

Maintain proper operation of applicable MDM software Ongoing YES NO 

Change management of applicable bell system schedules As needed YES NO 

TELEPHONY 

Phones system / PBX is functional Ongoing YES YES 

Digital Trunks or Analog lines are connected and 
reachable 

Ongoing YES YES 

Phone handsets are functional and can dial in/out (as 
configured) 

As needed   YES YES 

Adding new extensions and provisioning new phones As needed YES YES 

Making call routing changes As needed YES YES 
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APPENDIX C – CTS Equipment Lifecycle Chart 
 

Device Categories, Lifecycles and Costs - CTS Defaults 

ASSET CATEGORY EXAMPLES LIFECYCLE (yrs) COSTS 

Audio Visual 

Projectors 10 $600 

Interactive Panels 7 $5,500 

TVs 6 $900 

Smart Dongles 5 $150 

PA System components 10 $200 

Document Cameras 6 $500 

Chromebook All ChromeOS devices 5 $250 

Clock Synchronized clocks 10 $150 

Data Storage NAS and SAN systems 5 $2,000 

Device Cart Storage, charging carts and cabinets 10 $2,500 

Firewalls and Routers Sonicwall TZ or NSA series, Cisco ASA 5 $3,500 

ISP Device Cable modems, ISP routers 5 $0 

Mobile Device iPad, Android, mobile phones 4 $350 

Phone VoIP handsets 5 $120 

Phone System VoIP PBX systems 5 $2,500 

Power UPS batteries. PDU management 7 $1,200 

Printer 

Low end, low volume (HP M401, etc) 3 $400 

High end, high volume (HP M577, etc) 5 $1,500 

Copiers (leased) 0 $0 

Security 

NVRs 7 $5,000 

Cameras 7 $300 

Door Intercoms 10 $2,500 

Servers 
High End (<$5000) 6 $8,000 

Low End (>$5000) 5 $4,000 

Switch 
Core infrastructure (Catalyst switches) 5 $3,500 

Room switches (Netgear, TP-Link, etc) 4 $250 

Wifi 
WAPs 5 $750 

WLCs 5 $3,500 

Workstation 
Laptops (Lenovo, Apple, HP, etc) 4 $1,200 

Desktops (Upgradeable desktops) 4 $1,200 

Workstation Student 
Student Laptop  (11” Notebooks) 4 $350 

Student Desktop (AIO, TIO desktops) 4 $700 
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Appendix D- 2019 Total Care Rate Card for Education

2019- 20 RATE CARD

Service Units Rates

Client  Maintenance 
and Support*

Per client/ 
month

1-25 users 26-50 51-75 76-100 101+

$36 $34 $33 $32 $28

Server and Phone 
System

Per server/ 
month

Per Server or Phone System

$160

Network Devices Per device/ 
month

1-25 
devices

26-50 51-75 76-100 101+

$12 $11 $10 $8 $6

Student Devices Per device/ 
month

1-50 
devices

51-100 101-150 151-200 201+

$8.00 $7.00 $6.00 $5.00 $3.50

Onsite Support Per Day
1 Day 2 -3 

Days
4 Days 5+ Days

$550 $540 $530 $525

Internet Connection 
Maintenance**

Per Service/ 
Month

Fee per service maintained

$100

*A “User” shall be any person who (1) has at least one account on the Client’s system and (2) uses a 
supported device of any kind, regardless of the employment status of such person.
**If Internet Access services are contracted directly from a 3rd party ISP.

EE-Rate Eligible Managed Services (MIBS)

Items Units Device Fee

Core Network Infrastructure Per device/month $50

Items Per device/month $10
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Agreement Acceptance

In witness whereof, the parties hereto have caused the Agreement to be executed by their duly 

authorized representatives as set forth below.  

Please sign below to indicate your acceptance of this order for services and agreement to be 

bound by the terms and conditions of the Managed Service Agreement. 

Charter Technology Solutions, 
LLC

Ivy Hill Preparatory Charter 
School

Signature Signature

Michael McKee Ambrosia Johnson 
Name Name

 Head of School
Title Title

5/31/2019
Date Date

Michael McKee
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