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City of Seattle
IVR Annual Maintenance 

(Specifications listed below)
December 7, 2007
This Price Quote contains information that is confidential and/or proprietary to Product Support Solution, Inc. (Information). Recipient of this Information agrees not to disclose and shall protect such Information against disclosure to any third party for a period of one year. Recipient shall have the right to make use of the Information for the sole purpose of assessing the services offered to Recipient by Product Support Solutions. Recipient further agrees not to disclose Information to any person , including consultants, or other  service providers which Recipient may engage or contemplate engaging. However, Recipient may disclose Information to its employees who have a need to know Information for the purpose authorized above, it being understood that Recipient shall be responsible for any breach of this obligation of confidentiality by its employees.
 

1) PSS will provide 24 X 7 X 365 immediate remote response via our toll free number.

2) PSS will provide 4 hour onsite response from the time our Remote Support Specialist (Tech Support) and customer agree that an onsite presence is required.
3) PSS deliverables include: 
· Remedial Maintenance – 24 x 7 x 365 standard, toll free number -   immediate tech support (no calling in, leaving problem info and waiting for a call back), includes app maintenance no matter who wrote the app, as well as environment changes (i.e.: network reconfigs, phone switch reconfigs, host connection reconfigs, etc).

· Vendor agnostic call center consulting (IVR, CTI, etc) - included and considered part of maintenance contract.

· Remote Real Time Monitoring – Base remote real time monitoring is included at no additional charge, once programmed into the system/application.  Enhanced monitoring options are available and would need to be discussed in further detail to make sure the solution would be customized to your specifications.
· Preventive Maintenance (PM’s) – included, 24 x 7 x 365, done twice a year on site, includes backups of like systems to another hard disk provided by PSS to be kept on site for quick hard disk crash recovery.

· Online Tools – included, Accessed via any web browser, Service Call Tracking, Self Help Docs, Forums as well as your equipment Inventory (boards, processor size, disk size, memory size, operating system levels, etc).

· Online Account Management – included, Accessed via any web browser, access to invoices, account balance as well as electronic invoicing and payment.

· New Hardware and Software Installs – 24 x 7 x 365, labor free if purchased from PSS, $200 per hour if purchased from someone else.

· New Hardware and Software Upgrades – 24 x 7 x 365, labor free if purchased from PSS, $200 per hour if purchased from someone else, no mid year escalators to current annual maintenance contract.

· System Moves – 24 x 7 x 365, done as a courtesy to our customers at $200 per hour plus insurance and trucking.
4) PSS will provide the services above on an annual basis for $24,000.00 to be paid up front.  Payment must be received prior to the maintenance start date.  Pricing is effective for 60 days.
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	7172 Regional Street #431

Dublin, CA 94568


	www.psshelp.com
	t: 925.208.2413
s: 888.455.2285
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