PUSHIT SOLUTIONS SUBSCRIPTION SERVICE

1. Overview/Purpose
To give an insight on the benefits of subscription based service with PushIT Solutions.
2. Scope
Company seeking services from PushIT Solutions, all employees, contractors, consultants, temporary and other workers at PushIT Solutions and its subsidiaries must adhere to this policy.
3. Policy
Referring to our SLA (Standard Level Agreements) to show what a monthly subscription will cover. In regards to your company’s support line we guarantee these response time:  
	Severity Level
	Definition
	Response Times

	1. System Down
	PushIT Firewall, mainframe, server, ISP or related hardware
	Immediate

	2. Critical
	Business outage or significant customer impact that threatens future productivity
	Within 1 hour

	3. Urgent
	High-impact problem where production is proceeding, but in a significantly impaired fashion; there is a time-sensitive issue important to long term productivity that is not causing an immediate work stoppage; or there is significant customer concern.
	Within 2 hours

	4. Important
	Important issue that does not have significant current productivity impact
	Within 4 hours

	5. Monitor
	Issue requiring no further action beyond monitoring for follow-up, if needed
	Within 1 business day

	6. Informational
	Request for information only
	Within 2 business day














4.  Policy Compliance
4.1 Compliance Measurement
The PushIT team will verify compliance to this policy through various methods, including but not limited to, periodic walk-thrus, video monitoring, business tool reports, internal and external audits, and feedback to the policy owner.

4.2 Exceptions
Any exception to the policy must be approved by the PushIT team in advance.
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4.3 Non-Compliance
An employee found to have violated this policy may be subject to disciplinary action, up to and including termination of employment. 
5. Related Standards, Policies and Processes
None. 

6. Subscription vs Non-Subscription Service
	EVENT DESCRIPTION
	SUBSCRIPTION
	COST
	NON-SUBSCRIPTION
	COST

	Issues related to any of the 6 security levels
	Respond to according to the response times listed
	Included
	No obligation to meet any response times, slower process
	$125/HR

	IT Help Desk primary first level support for any and all issues related to network, pc, mac, mobile devices and printers
	Help desk available, if resolution can be obtained it will be immediately
	Included
	Help desk is available but resolution might not be immediate  
	$85/Ticket

	Network Health | Network monitoring
	Monitor is placed on network to pass statistical data to PushIT Mainframe in order to determine if there are current and potential issues |
Automatic remote firmware upgrades | system is tuned for high performance periodically 
	Included
	Monitoring is not done at all | any issues will be determined by help desk where resolution might not be immediate
	Not offered

	Network Compliance
	Ensure all aspects of your network continue to stay compliant with HIPAA, NIST, ISO 17799, GLBA, PCI standards 
	Included
	Initial Compliance is set but not monitored or maintained 
	Not offered

	Hardware failures
	All equipment included in subscription is covered and will be replaced or repaired from any non-intentional damage at no cost to client
	Included
	All equipment has to be purchased, nothing is warranted by PushIT.  Manufacture warranty is only warranty given. 
	Not offered

	On-Site Assistance
	Incase remote support cannot resolve then a tech will be dispatched on-site at a reduced hourly rate in your contract
	Highly reduced hourly rate
	Standard hourly rates will apply for any assistance on-site
	$125/HR 
Minimum 2 hrs
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