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Service Level Agreement
	Date :
	Tuesday, November 20, 2007

	Client :
	Positron Inc.
5101 rue Buchan,

Montréal, Québec
H4P 2R9

Att: Claude Brisson


	Supplier :
	CDMS inc.

550 Sherbrooke Ouest

Tour Ouest, Suite 250
Montréal, Québec

H3A 1B9
Tel : (514) 286-2367

Fax : (514) 286-6050




Definitions: 

<<Client >>: Signifies a person or company who purchases the Service of CDMS.

<<Starting date of Service>>: Signifies the date of which the Service commences.

<<Supported Equipment>>: Signifies the list of equipment that CDMS will support at the Client or at the Client’s Company.

<<Service Period>>: Signifies the pre-determined period of time agreed upon by both parties of which CDMS engages to supply the proposed services of which the rates and charges must be paid for by the Client.

<<Service>>: Signifies the utilization of CDMS resources to maintain in working order the Supported Equipment and including the Specific Services; 

<<Specific Services>>: at the signification thus attributed in paragraph 7 of this contract.
<<Critical Emergency >> : A Critical Emergency or Severity Level 1 Issue means that there is a problem in the  Environment that causes a loss of service or material problem within the Environment such that one or more of Customer Entity mission critical business functions cannot reasonably continue.  A Severity 1 problem has one or more of the following characteristics:

1. No workaround, bypass or alternative is reasonably available

2. Data corrupted

3. A critical function is not available, and no acceptable work around is available

4. Environment hangs indefinitely, causing unacceptable or indefinite delays for resources or responses

5. Environment or mission critical business function crashes, and crashes repeatedly after restart attempts
1. Service Methods

1.1. The “Client” contracts CDMS services for the maintenance of equipment, software, network connections and telephone support for the utilization of the technology and software described in this contract under paragraph 6 “Specific Client Services”.
1.2. The established date of service is described in the section 8  “Duration and renewal 
1.3. CDMS provides the equipment and installation of this equipment agreed upon in a previously signed contract.

1.4. CDMS is not responsible for the telephone line activation, long distant charges or any other connection charges that will be used by the Client to obtain support from CDMS.

2. CDMS Access to the Client Site

2.1. CDMS Representatives must have access to the computer equipment for repairs or modifications if necessary.  This access must be physical and/or virtual.

2.2. CDMS Representatives must always make an appointment with the client before going on-site.
2.3. Client will supply a Firewall according to the specifications required. CDMS recommends Cisco 5510. 
3. Rates and Payments

3.1. The monthly charges for the Services will be  $2,800.00. ($ 33,600.00 yearly) 
3.2. On-time charge for Network setup of $ 6,200.00  see section  6.10.1
3.3. CDMS invoices monthly the Client for the services rendered.

3.4. The initial charges, such as installation, placing of a communication bond or all other preparatory work for the placing of this contract are payable on the first CDMS invoice to the Client.

3.5. After the initial invoice, all subsequent invoices will be sent at the beginning of each month.  A period of 30 days net has been agreed upon for the payment of each invoice.  If there are any delays of payment beyond 45 days, the service, may will be interrupted and re-established once these invoices are paid in full, interest may be charged for late payments.
4. Responsibilities
4.1. CDMS is not responsible for the loss of data caused by any mishandling of equipment or equipment failure by Positron or CDMS. * see section 10 “Insurance”
4.2. Despite the care taken upon the installation of your network environment, CDMS cannot be responsible for any loss, modifications or theft of data or any perpetrated information against your equipment resulting from “Computer Hacking”.

4.3. CDMS cannot be held responsible for any financial loss, directly or indirectly resulting from a computer problem, be it from service or equipment.

4.4. CDMS and its employees will not supply any software or equipment illegally obtained.  CDMS and its employees will assume that all software and equipment supplied by the Client have been acquired in a legal manner and disengage of all responsibilities that could result following any legal action against the client.

5. Cancellation of services by the Client

5.1. The client can cancel the Services upon a written notice of (30) days 
6. Specific Client Services

6.1. CDMS engages to supply the client with the following services.

6.1.1. Unlimited telephone or remote connection support calls on equipment, network connections/Internet, Microsoft Office products and management system (Max 5 minutes response time)
6.1.2. As many hours as needed to complete any work requiring that the work be done on-site and cannot be done remotely approx (8) hours monthly of on-site on the repairs or updating of equipment under contract with CDMS. (may vary from month to month). Hourly rate after 12 hours on-site Level 2 support at $ 75 per hour Level 3 support at $ 110 per hour
6.1.3. Unlimited support on servers and firewall, 7 days a week, 24 hours per day.

6.1.4. The monitoring of servers, including the verification of the event journal, the backups, installations, configurations, repairs (except pieces), de-bugging,  modifications and the periodic updating recommended by the manufacturers.

6.1.5. The monitoring of the Firewall,  including the verification of the event journal, installations, configurations, repairs (except pieces), de-bugging,  modifications and the periodic updating recommended by the manufacturers.

6.1.6. The guaranteed time of response from CDMS is (8) hours for on-site calls.
6.1.7. The guaranteed time of response from CDMS is within (4) hours on site for every severity 1 (critical emergency) service calls

6.1.8. CDMS will act as the intermediary between Client and 3rd party IT suppliers.
6.1.9. ** Weekly rotations of Backup tapes and off-site storage. **(we need to discuss this further)
6.1.9.1. CDMS will be responsible for Tape Backup rotations in other words ensuring that we replace the tapes in the Autoloader on a weekly basis. Positron will be responsible for the off-site storage. Process and Logistics to be discussed.

6.1.10. New Network Setup including.
6.1.10.1. New Domain setup

6.1.10.2. Workstation Setup for new domain

6.1.10.3. Exchange server Setup

6.1.10.4. File Server Setup

6.1.10.4.1. Drive mappings

6.1.10.4.2. Login Scripts

6.1.10.4.3. Moving of Data from old servers to new servers.

6.1.10.4.4. Moving of Security from old servers to new servers

6.1.10.5. Firewall Tunnels – CDMS and other location

6.1.10.6. Backup server setup and job creation.

6.1.10.7. User Account Setup

6.1.10.8. Outlook profiles on users Machines

6.1.10.9. Remote access setup for user machines

6.1.10.10. Remote monitoring setup for Servers and Firewall

6.1.10.11. Documentation

6.1.11. Rebuilding of Machines and new installs

6.1.11.1. CDMS will be responsible for rebuilding Desktops or laptops that are unsupportable, (definition of unsupportable is that we have tried for more than 15 minutes to recover a desktop or Laptop that is no longer booting or corrupted), Positron’s responsibility is to provide CDMS with a Ghost server and desktop images.  For new machines we will create images with standard Positron software which will be stored on the positron Ghost server.
7. Equipment and Software

The following equipment will be supported: 
7.1. 5 x Server
7.2. 1 x Firewall cisco asa 5510

7.3. Approx 35  workstations and Laptops  up to a maximum of 45 workstations or laptops
7.4. Productivity Software (Microsoft Office)
7.5. Anti-Virus Software
7.6. Blackberry support and misc software.
7.7. All equipment and/or Software acquired by CDMS for the Client in relation with the above equipment listed above during the annual contract.
7.7.1. ** Note: this contract is based on services and not on hardware cost. If any hardware needs to be changed it is not included in the price above.
7.8. Cisco call manager (best effort) *

* not a core competency for CDMS but will ensure proper functionality and administration.
8. Duration and renewal of contract

8.1. The present contract has a duration of (12) months with a start date of the Dec 1st, 2007.  This contract will be automatically renewed after this period except if the Client has the intention of cancellation with a written notice 30 days prior. The monthly support contract will not be billed until the Network cut-over to CDMS is completed.
9. Confidentiality and protection of personal information

9.1. CDMS, its employees and sub-contractors, in case of need, accept and engage to maintain the strictest confidentiality on all information and personal data divulged in any way or matter and to not divulge any information as well as conditions or methods of this contract without written consent from the Client, unless from demanded from a judicial authority.

9.2. CDMS represents and guarantees to the Client that all employees and sub-contactors, in case of need, implicated in the supply of Services have acknowledged and signed the Confidentiality Policy of CDMS as well as the Protection Policy of personal information of CDMS and have the training required to perform the Services.  CDMS represents and guarantees in addition (i) is qualified and has resources required to render the Services; (ii) that each personnel member of CDMS and/or sub-contractors supplying the Services  is qualified to render these Services; and (iii) that CDMS has adopted a Protection Policy of personal information conform to all applicable laws.
10. Insurance
10.1.1. CDMS holds proof of liability insurance.

10.1.2. Errors and omissions insurance not prided at the price quoted. *
	Signed in Montréal,  Province of Quebec, this_________, _________th day of ____________________2007.
	Signed in Montréal, Province of Quebec, this Tuesday, November 20, 2007.


	Client
	CDMS Inc

	(
(Signature)

Client name :
Title :
	(Signature)

Chris Symeon
President

	
	


	[image: image1.png]2@







[image: image1.png][image: image2.png]