


Exhibit I – SERVICE LEVEL AGREEMENTS (SLAS)

Services effective 60 days following commencement of the Services/Solution.

	Coverage
	Preventive
	Advanced
	Preferred
	1st Year Workmanship Warranty

	Coordinate Manufacturer Warranty Repairs
	-
	
[image: ]

	
[image: ]

	
[image: ]


	8-5 EST Weekday Help Desk Phone Support
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	Onsite Service Calls
	-
	Fully covered within 3 hour driving radius.
	Fully Covered
	Fully Covered

	Onsite response time for critical outage
	-
	2nd or 3rd Business Day
	Same or Next Business Day
	Same or Next Business Day

	Preventive Maintenance Checks*
	Quarterly
	Annually
	Bi-Annually
	-

	Firmware Upgrades for Equipment**
	-
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	Defective Equipment Repaired/Replaced ***
	-
	-
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	* Email reminders, typically remote updates, and visits when able to be coordinated.
**Performed only when required to correct system errors.
*** Perishable items not included. Does not cover accidents, negligence, or acts of God.



Definitions
Preventive Maintenance – Routine operational testing to include cleaning, adjusting, alignment and incidental repair of each electronic and mechanical component outlined in the details of the coverage below.
Corrective Maintenance - A scheduled service call to correct a specific problem, either as a follow- up to a Preventive Maintenance visit, or in the event of component failure.
Emergency Service - A corrective service call requiring response within two working hours. Emergency Service calls can only be initiated at request of customer.
Purpose:
1. To qualify and quantify current system design, capabilities, and integrity for the purpose of minimizing failures and establishing serviceability and future growth potential.
2. To establish routine preventive maintenance practices for the purpose of:
· Maximize quality of system performance and operation





· Minimize component failure and system downtime
· Prolong usable component life span
· Preserve system serviceability and future growth potential
3. To establish cost parameters for replacement or repair of electronic equipment as required.

Details of Coverage
This Preventive Maintenance Service Agreement includes telephone support, scheduling of corrective and emergency service calls if required and cost-plus pricing on replacement and repaired equipment. These services are billed per this Agreement listed in the service rates section. Travel within a 1-hour radius from Trinity’s office is included as well.

Preventive Maintenance: This Contract covers four (4) Preventive Maintenance service calls. Calls must be scheduled at least two (2) weeks ahead of time. Service includes:
· Cleaning and dust removal for all audiovisual equipment
· Testing and verification of system functionality
· Reviewing cable infrastructure and labels, and updating as needed
All issues found will be documented and a follow up Corrective Maintenance Call will be scheduled with the customer.
Telephone Support: Telephone support is available during regular office hours to assist the end user to determine and resolve problems. If a problem cannot be resolved, a Corrective or Emergency call may be scheduled.

Replacements: In the event a piece of equipment is removed for repair; a concerted effort will be made to provide a replacement of equal functionality at as little additional cost as possible.

Replacement and/or Repair of Electronic Equipment
Trinity will provide a quote for the replacement of any equipment found to be defective by Trinity support personnel. This will be performed at the Service Rate listed above plus the price of replacement equipment. Trinity recommends Manufacturer’s factory repair where available and appropriate.

Response Time
· Telephone support is available during normal business hours, Monday through Friday, 8AM–5PM EST.
· Corrective Maintenance requests will be responded to by 9AM the day following a request for service
· Emergency Service requests will be responded to within two hours following the request for service.
Email: support@trinityvideo.net Phone: 800-261-9008, Option 2

 (
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)

Mutual Accommodation
Owner will act in good faith to provide access to the facilities at times deemed favorable by the Trinity technical staff. Trinity will likewise act in good faith to schedule work at times deemed favorable by the Owner’s staff.

Advanced Support
Coordinate Manufacturer Warranty Repairs
Trinity will work with our partners and manufacturers to facilitate any repairs and/or replacements of defective equipment in accordance with the manufacturer’s warranty policy. Warranty period will vary based on product and manufacturer specifications.

8AM-5PM EST Weekday Help Desk Phone Support
Trinity’s Audio Visual Support Desk can be reached by email or phone, Monday through Friday, 8AM-5PM EST. This excludes company holidays.
Email: support@trinityvideo.net Phone: 800-261-9008, Option 2

Onsite Service Calls
Trinity will attempt to resolve all service calls remotely. If this cannot be done, then Trinity will schedule and dispatch the appropriate level of support to the partner’s physical location.
Advanced support level service includes the cost of travel to any site within a 3-hour driving radius from Trinity’s office.

Onsite Response Time for Critical Outage
For critical onsite support, Trinity will dispatch the appropriate level of support to the partner’s physical location within 3 days of notification.

Preventive Maintenance Checks
Trinity will schedule one onsite preventive maintenance visit per contract year. Preventive maintenance visits include:
o	Cleaning and dust removal for all audiovisual equipment
· Testing and verification of system functionality
· Reviewing cable infrastructure and labels, and updating as needed

Defective Equipment Repaired/Replaced
Trinity will provide a quote for the repair or replacement of any equipment found to be defective by Trinity support personnel.

Preferred Support
Coordinate Manufacturer Warranty Repairs
Trinity will work with our partners and manufacturers to facilitate any repairs and/or replacements of defective equipment in accordance with the manufacturer’s warranty policy. Warranty period will vary based on product and manufacturer specifications.



8AM-5PM EST Weekday Help Desk Phone Support
Trinity’s Audio Visual Support Desk can be reached by email or phone, Monday through Friday, 8AM-5PM EST. This excludes company holidays.
Email: support@trinityvideo.net Phone: 800-261-9008, Option 2

Onsite Service Calls
Trinity will attempt to resolve all service calls remotely. If this cannot be done, then Trinity will schedule and dispatch the appropriate level of support to the partner’s physical location.
Preferred support level service includes the cost of travel.

Onsite Response Time for Critical Outage
For critical onsite support, Trinity will dispatch the appropriate level of support to the partner’s physical location no later than the next business day.

Preventive Maintenance Checks
Trinity will schedule two onsite preventive maintenance visits per contract year. Preventive maintenance visits include:
o	Cleaning and dust removal for all audiovisual equipment
· Testing and verification of system functionality
· Reviewing cable infrastructure and labels, and updating as needed

Defective Equipment Repaired/Replaced
[bookmark: _GoBack]Any equipment found to be defective by Trinity support personnel will be repair and/or replaced accordingly at no additional charge to the Partner. This contract does not cover perishable items such as projector lamps, batteries, display burn in and/or image retention, filters, etc.
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