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Support Agreement 

I.  Terms:
This agreement is for monthly support between Nano Nano, LLC (N2 Technologies) herein called ‘Company’ and __________________________ ,herein called ‘the Client’. The terms of this agreement are as follows:

Company will provide:


Level I support at No Charge*:

-Phone support up to 20 minutes per incident for issues or questions regarding hardware, network, and/or Windows Operating Systems. 
- Remote Connection, if available, up to 20 minutes per incident for issues or questions regarding hardware, network, and/or Windows Operating Systems.
- Non-Support Agreement Phone rate is $2.25 per minute with a 20 minute minimum per 


incident.
 *Note: Support Agreement Clients - After 20 minutes, if issue still not resolved, a service call will be scheduled or the call will be continued under the Level II support guidelines.  Whatever solution is best to resolve a client’s issue as deemed by the Company’s technician.
Level II support:

Onsite visit to resolve hardware/software/network issues.
Cost: 
Non-Support Agreement Rate:

$135/hour plus travel expenses
Support Agreement Discounted Rates:

1-10 computers*



$110/hour plus travel expenses

11-25 computers*


$100/hour plus travel expenses

26+ computers*



$90/hour plus travel expenses

On-line connection, in lieu of onsite visit, to resolve hardware/operating software/network issues
Cost: 
Non-Support Agreement Rate:

$2.25/minute (20 minute minimum 





per incident)

Support Agreement Discounted Rates:

1-10 computers*



$1.83/minute (after 20 minutes of 

Level I support)

11-25 computers*
$1.67/minute (after 20 minutes of Level I support)

26+ computers*
$1.50/minute (after 20 minutes of Level I support)



Onsite consulting for Hardware/Network/Software
Cost: 
Non-Support Agreement Rate:

$135/hour plus travel expenses
Support Agreement Discounted Rates:

1-10 computers*


$110/hour plus travel expenses

11-25 computers*

$100/hour plus travel expenses

26+ computers*


$90/hour plus travel expenses



*includes all workstations, laptops, tablets, servers, and remote PC’s that will be covered
Client Initials ___________________

Discounts:
In addition to the service discounts above, the support agreement entitles the clients to the following:

· Priority scheduling over non-agreement clients

· Discounts on all computers, peripherals, printer toner, software and any other products Nano Nano, LLC offers.

· Agreement only specials on products and services
· 15% discount on Lytec Support Agreement

Credit Hours:

· For every dollar paid for a Support Agreement by the Client, the Client will receive a credit to their account for service hours.   The credit will be calculated as follows (See attached document titled “Rate and Credit Schedule”):
1-10 computers*
$110 in Support Agreement Dues = One     hour service credit.  

11-25 computers* 
$100 in Support Agreement Dues = One     hour service credit.  

26+ computer*
$90 in Support Agreement Dues = One     hour service credit.  
*includes all workstations, laptops, tablets, servers, and remote PC’s that will be covered  

Network Management Plan:

A Support Agreement Client will receive a free written Network Management Plan that will be customized based upon their current network structure.  The Network Management Plan will be laid out in a timeline format that will include recommended scheduled maintenance visits and projected and recommended hardware and software upgrades.  There is a fee for Non-Support Agreement Clients (Rates on attached document titled “Support Agreement Value vs. Cost Analysis”).
Client agrees:

- To provide access to network and computer equipment, as scheduled, for 

   maintenance as required. Pay for services when rendered.

- To follow minimum environmental requirements, as supplied by Company, including:

· Adequate power backup source for each computer

· Secure and ventilated space for any server equipment

· Approved backup media and procedures
- Pay in advance for hardware and software. 

- Pay for any services that are performed.

- That payment is due at the time of service.   

- That credit hours are to be used to pay for service only.  

- Credits cannot be used for the purchase of hardware or software.  

- Credits are kept on the client’s account as Service credit and cannot be redeemed for cash value.  - That any earned credit will be deducted from invoices automatically unless I notify Nano

Nano, LLC otherwise in writing.

- That I can cancel at any time by notifying Nano Nano, LLC by mail, in writing 15 days before the next 

billing cycle.

Client Initials ___________________

II.  Rates:

The Rates for the support agreement are as follows (See attached document titled “Rate and Credit Schedule” for calculated rates):
1-10 computers*



$15/computer per month

11-25 computers*


$11/computer per month

26+ computers*



$10/computer per month
*includes all workstations, laptops, tablets, servers, and remote PC’s that will be covered
III.  Client Info:
Contact Name:
 ________________________________________________________________

Client Name:
 ________________________________________________________________

Client Address:  
________________________________________________________________

City, State, Zip
________________________________________________________________

# of computers, including workstations, laptops, tablets, servers, and remote PC’s that will be covered ________
IV.  Support Agreement Payment Authorization:
Option #1 – Monthly Credit Card – Please select payment type (Check only one).
· I authorize Nano Nano, LLC (N2 Technologies) to keep my signature on file and to charge my VISA, MasterCard, or American Express account in the beginning of each month for the support agreement for that month.  For example, the card will be billed on February 1st for support for the month of February. I understand I will not be invoiced but will receive a receipt.  Amount of monthly payment $____________ (see attached rate schedule or call 602-357-3450 for rates).
Cardholder Name:
 ________________________________________________________________

As it appears on the card

Cardholder Address:
 ________________________________________________________________

Address where the credit card statement is mailed

City:
___________________________________________  State:  __________  ZIP:  ______________

Account Number:

__________________________________________  Expiration Date: ________

CCV Code (3 digits on back of card) :_________
Cardholder Signature:
______________________________________________
Date:  _________
Option #2 – Monthly Invoice

· I do not want to pay by credit card and will be pre-paying by check monthly. I understand that I will be billed on the 15th of the month for the subsequent month.  I understand there will be an invoice fee of $6.00 per month for this payment option.  Amount of monthly payment $____________ (see attached rate schedule or call 602-357-3450 for rates).
Option #3 – Annual Invoice
· I do not want to pay by credit card and will be pre-paying by check for 12 months.  Amount of annual payment $____________ (see attached rate schedule or call 602-357-3450 for rates).
V.  Signature and Acceptance
I agree to the terms, rates, and payment options of this support agreement.  I confirm that all information above is correct.  I understand terms and rates of the Support Agreement are subject to change by Nano Nano, LLC (N2 Technologies) and that I will be notified in writing of the change 15 days prior to the next billing cycle.

Signature

Name, Title and Date

Phone- (602)-357-3450  Fax- (602) 357-3450  www.n2networks.net

2600 N. 44th Street, Suite 102, Phx. AZ  85008
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