
 

 

SCHEDULE OF SERVICES 

 

Effective August 6, 2026. These Service Descriptions supersede and replace all prior versions. 

This Schedule of Services is a catalog of the managed IT, backup, and security services 

available from Intega IT (“Provider”). The specific Services provided to a Client are those set 

forth in the Client’s Order or Proposal. Additional Services may be added only by entering into a 

new Order that includes those Services. Service groupings below correspond to the categories 

used in Provider’s quotes and agreements. 

PER-USER SITE FEES 

Per-user site fees define the base level of managed support assigned to each covered user. 

Users are invoiced per active user in Microsoft Entra ID or Active Directory; it is the Client’s 

responsibility to ensure the list of active users is current. Each per-user tier requires, at 

minimum, Microsoft 365 Business Premium or Microsoft 365 P1 licensing. Recurring fees are 

billed monthly. 

Site Fee – Onsite Premium (Per User) – Premium support tier that includes on-site service 

coverage in addition to remote support. Provides the highest level of proactive management, 

help desk access, and on-site response for the covered user, invoiced per active user and billed 

monthly. 

Site Fee – Remote (Per User) – Remote secure support tier delivering managed support and 

help desk services to the covered user remotely, invoiced per active user and billed monthly. 

On-site attendance, where required, is invoiced separately. 

Site Fee – Email Only (Per User) – Coverage for users who require email/identity services 

only. Provides managed support scoped to the user’s messaging and identity environment, 

invoiced per active user and billed monthly. 

Site Fee – Deskless (Per User) – Coverage for deskless or shared-device users who do not 

require a dedicated workstation. Provides managed support scoped to shared-access and 

mobile usage, invoiced per active user and billed monthly. 

MANAGED SERVICES 

The managed Services to be performed for Client by Provider are set forth in the Order. 

Additional Services may be added only by entering into a new Order including those Services. 

Help Desk – Provider will provide help desk support for desktop applications and operating 

systems via client portal, e-mail, and phone. Provider has the ability to remotely control 

desktops to support employees. Unless otherwise specified in the Order, help desk support is 

delivered 5x8x5 and includes remote support as required. 



Managed Workstation – Provider will perform workstation monitoring and management 

including alert monitoring and management, prioritization of alerts to identify high-priority 

incidents, remote remediation as needed, configuration backups, firmware updates as required 

by the manufacturer, and reporting and performance tuning. Includes 24x7 monitoring, 8x5x5 

remediation, maintenance, patch management, and administration. The Service Fee does not 

include hardware replacement or new hardware installations. 

Managed Server – Virtual – Provider will monitor and manage virtual servers, including alert 

monitoring and management, periodic reporting and performance tuning, and prioritization of 

alerts to identify high-priority incidents. Includes 24x7 monitoring, 8x5x5 remediation, 

maintenance, patch management, and administration. The Service Fee does not include major 

hardware/software upgrades or replacements or new server installations. 

Managed Server – Physical – Provider will monitor and manage physical servers, including 

alert monitoring and management, periodic reporting and performance tuning, and prioritization 

of alerts to identify high-priority incidents. Includes 24x7 monitoring, 8x5x5 remediation, 

maintenance, patch management, and administration. The Service Fee does not include major 

hardware/software upgrades or replacements or new server installations. 

Server Monitoring and Management – Provider will perform server monitoring and 

management including alert monitoring and management of servers, periodic reporting and 

performance tuning, and prioritization of alerts to identify high-priority incidents. Provider will 

also perform remote remediation services as needed, and backup software monitoring and 

management. 

Mobile Device Support – Provider will provide best-effort support for mobile devices, including 

Android and iOS devices. Mobile device management software is not included unless specified 

in the Order. 

Managed Onsite Support – Upon request and subject to the limitations identified in the Order, 

Provider will deliver support Services on-site at Client’s location during normal business hours to 

follow the Service Request Escalation Procedure. Visits are made as necessary to perform on-

site maintenance and verification of Services. For on-site support that is not included in the 

Order, Client will pay Provider’s then-prevailing hourly rate. 

Managed Switch – Provider will monitor and maintain managed network switches, including 

settings, firmware upgrades, and configuration backups. 

Managed Wireless Access Point – Provider will manage Client’s wireless access points, 

including configuration, monitoring, and maintenance. 

Managed Vendor – Provider will provide best-effort vendor management, coordinating with 

Client’s third-party technology vendors on Client’s behalf as reasonably required to support the 

environment. 

Managed Domain DNS 

Provider will provide reliable, enterprise-grade DNS hosting that delivers ultra-fast global 

resolution, 100% uptime, and built-in DDoS protection. This service provides centralized DNS 

management, automated failover, and enhanced resiliency for all critical Client domains and 

cloud services. Includes: 

• 1 domain 

• 40 records 



• 400,000 queries per month 

Managed Incidents, Adds & Changes (IAC) 

Provider will manage all Incidents, Adds, and Changes (desktop and peripheral items only) 

within the Client environment. Adds and Changes are designed to help maintain the continuity 

of ongoing maintenance and support requirements. 

Adds are considered additions to the network and will be added to the support contract and 

invoiced at Provider’s normal support contract addition rate. Desktop or notebook adds will have 

a flat fee charge of $300.00 per device. Changes are the replacement of existing desktops and 

peripheral items, or enhancements to existing desktops and peripherals. All equipment and 

software must be procured through the Intega IT channel and not considered a project. 

Projects will be invoiced separately. A desktop or peripheral project is defined as an Add or 

Change that accounts for more than 10% of the desktop or peripheral contract count. A project 

is an undertaking requiring a concerted effort or an extensive task with user-defined effort, 

outcomes, and specific timelines. 

Managed Incidents, Adds & Changes – Recurring (IAC-RC) – The recurring-charge variant 

of Managed IAC. Provider manages all Incidents, Adds, and Changes (desktop and peripheral 

items only) on an ongoing basis under the same terms as Managed IAC. As per the Agreement, 

any requirement for on-site service will be invoiced separately. 

Cloud Print Management 

Cloud Print Management lets Client print from any device to any printer. The service: 

• Automates the creation of print queues and installation of print drivers 

• Optimizes printing on Chromebooks 

• Configures and manages printers via a Cloud Print Management Administrator 

• Releases documents on cloud-managed printers 

• Enables printing to a locally attached USB printer via the Management Redirector 

Managed Printer – Provider will manage Client printers, including print queues and drivers. 

Firmware upgrades and hardware-related issues are not included. 

Problem Management Services – Provider will undertake problem management as soon as 

Provider’s monitoring staff becomes aware of an incident. All incidents, with status or resolution, 

will be documented by posting updates to the Problem (Incident) Ticket Tracking System 

assigned to Client (“Problem Tickets”). 

BACKUP SERVICES 

The backup Services to be performed for Client by Provider are set forth in the Order. Additional 

Services may be added only by entering into a separate Order including those Services. 

Managed Backup and Recovery Service 

Managed Backup and Recovery Service does not include full Disaster Recovery. 

• Provider will perform day-to-day restoration of files, file folders, emails, or databases via 

remote access to Client’s system over an Internet connection, as requested by Client. 

• The Backup Appliance (if a local appliance is utilized) is fully monitored and managed 8x5 

by Provider’s Network Operations Center, which provides full system management and 

maintenance for the local backup appliance. 



• To ensure the integrity of the data being backed up, verification tests of random files will be 

performed monthly. 

• Provider will log all retrieval activities from the Client and will attempt to fulfill routine 

restoration requests, and resolve backup or access problems via remote access and/or 

phone on first call or within 24 hours of the first request. Provider can restore a file, file 

folder, email, or an entire mailbox as needed. 

• Bare metal restore services and disaster recovery services are out of scope and will be 

addressed and invoiced as necessary. These items are considered non-routine service 

items. 

Axcient x360Cloud 

Office 365 Backup provides a flexible, easy-to-use solution for the protection, management, and 

recovery of Office 365 data. It is protected, encrypted, and made available through an intuitive, 

web-based interface. Users can quickly recover a file, a folder, or an entire backup in its original 

format. Office 365 Backup provides protection for: 

• Exchange / online backup 

• SharePoint backup 

• OneDrive backup 

• Teams backup 

• Backup snapshots retained in the Cloud indefinitely 

Backup Framework & Definitions 

Local Backups – Using customer-provided hardware and backup software, backups will be 

performed on the basis specified in the Order. Client owns the hardware and software agents 

used to perform the backups. If Client subscribes to periodic Server Maintenance, Provider will 

review the backups during Maintenance and notify Client of backup failures. Client will notify 

Provider of any failures and, upon request, perform simple on-site tasks (e.g., powering down 

and rebooting hardware). 

Remote Backups – Provider, through its Third-Party Service Providers, will make its best effort 

to ensure the protection and recovery of Client’s information. Data files are backed up via a 

third-party client-side application, encrypted, and sent to a storage server at the third-party 

vendor’s data center. There is no local copy of the backed-up data, and the server itself cannot 

be recovered or “booted” in the cloud; therefore, this service is not a disaster recovery solution. 

Provider will monitor the backups daily, notify Client of failures, and work with the third party to 

resolve backup failures. 

Cloud Backup – Provider, through its Third-Party Service Providers, will make its best effort to 

ensure the protection and recovery of Client’s information. Data is backed up via a third-party 

client-side application, encrypted, stored locally on Provider-owned storage, and then sent to a 

third-party data center. Provider will monitor all scheduled backup jobs, notify Client of Provider-

owned storage failures and corrective actions, and provide remote administrative services as 

requested. Offsite backup copies have one-year retention unless otherwise specified in the 

Order. 

Disaster Recovery – Provider will work with Client to develop a comprehensive disaster-

recovery plan that incorporates the Services delivered under this Schedule. If Client 

experiences an event precipitating a major, multi-user loss of data, Client may notify Provider 

that a data loss event has occurred. 



File Backup and Recovery – Provider will create, monitor, and modify up to the number of file 

backup jobs listed in the Order, and will notify Client by email of backup drive failures and 

corrective actions. Upon request, Provider will remotely restore files, subject to the number of 

operations listed in the Order. 

SECURITY SERVICES 

Provider, through its Third-Party Service Providers, will make its best effort to ensure the 

security of Client’s information through third-party security software (“Security Software”). Client 

designates Provider as its agent to provide the Service and to enter into any third-party 

relationship required to provide the Service. Use of these Services is subject to the applicable 

Third-Party Service Provider agreements regarding terms of use, which Client agrees to be 

bound by and which may change without notice. 

End User Identity Verification – End User Identity Verification provides the Intega Help Desk 

with the tools to address identification proactively, eliminating criminals who use social-

engineering techniques or impersonation attacks. Verification can be established using email, 

DUO, and Microsoft Authenticator. This tool helps combat social engineering and impersonation 

attacks. 

Automated Privileged Access & Credential Management – Privileged account credentials 

are continuously rotated and vaulted across the environment, eliminating shared passwords and 

stale service accounts. Just-in-time (JIT) access ensures elevated permissions are granted only 

when needed and automatically revoked after use, with full logging of every privileged session 

for auditability. This is a standard component of environment security management. 

DUO Essentials 

Multi-factor authentication and access security. DUO Essentials includes: 

• MFA with flexible options, including FIDO2 and Verified Duo Push 

• Single Sign-On (SSO) 

• Passwordless authentication using FIDO2 or Duo Mobile 

• Trusted Endpoints verification and device visibility 

• Authorized Networks and user group policies 

• Unlimited application integrations 

Managed EDR – Endpoint Detection and Response 

Per-device threat detection, behavioral analysis, and threat hunting that protects all endpoints, 

including servers, desktops, and laptops. Managed EDR provides complete endpoint protection 

so Client can prevent, detect, and respond to even the most sophisticated threats. The service: 

• Stops ransomware, advanced persistent threats, and malware in real time 

• Identifies suspicious and anomalous behavior specific to Client’s environment 

• Provides 24/7 monitoring, threat hunting, and support 

• Performs vulnerability detection and automated host isolation 

• Delivers detections backed by the latest threat intelligence, machine learning, and human 

intelligence 

• Provides automated agent updates 

DNS Network Security – Core – An added layer of security that enforces policy and protects 

devices from malware, botnets, and phishing at the DNS layer. Features include a secure DNS 



filter, password and credentials protection, and vCISO resilience reports. Works both inside and 

outside the corporate network. 

Managed Firewall Service 

Provider will install and configure firewall traffic policies, apply updated firmware when 

applicable, and configure changes when needed. The Managed Firewall Service includes: 

• Maintaining firewall settings and deploying security policies 

• Firmware upgrades and firewall configuration backup 

• Adding upgrade and subscription services 

• Intrusion Prevention – real-time protection against network threats including spyware, SQL 

injection, cross-site scripting, and buffer overflows 

• URL Filtering – blocks known malicious sites and delivers granular content and URL 

filtering 

• Gateway Antivirus – continuously updated signatures to identify and block known malware 

and blended threats 

Proofpoint Essentials – Business 

Essentials Business mail security, per licensed mailbox: 

• Multi-layered protection 

• Advanced protection against malicious URLs and attachments 

• Policy-driven email Data Loss Prevention (DLP) 

• Per-user controls and quarantine access 

• No end-user support unless bundled with a support agreement 

Security Awareness Training (Breach Secure / PII Protect) 

PII Protect Security Awareness Training, per user, provides proven content to Client’s 

employees to yield measurable behavior change. The program includes a Foundation 

Curriculum, user assessment, training modules, and security awareness materials. Provider will 

schedule phishing campaigns at random times during a specified period; campaigns are 

trackable and fully customizable to keep track of each user’s participation. Training is licensed in 

per-user tiers (e.g., 1–10, 11–20, 21–50, 51–100, 101–150, 151–200 users) as specified in the 

Order. 

Keeper Enterprise – Keeper Enterprise, per user, delivers enterprise password security and 

cyberthreat prevention. It protects access to applications, systems, secrets, and IT resources 

with a zero-trust and zero-knowledge architecture, and simplifies auditing and compliance while 

providing organization-wide visibility, control, event logging, and reporting. Required for SSO 

and Azure integration in a best-practice setup. 

Microsoft 365 Security Configuration Manager – Reporting 

Designed for managing and securing Microsoft 365 environments. It helps organizations 

template their ideal configurations, detect configuration drift, audit changes, and back up and 

restore configurations. Capabilities include: 

• Configuration Baseline – establishes a standard configuration as a reference point to 

identify deviations and maintain consistency 

• Configuration Drift Detection – monitors configuration changes over time and alerts on 

deviations from the baseline 

• Configuration Backup & Restore – regularly backs up configurations for restoration after a 

failure or cyber incident 



• Audit All Changes – maintains a record of all configuration changes for transparency and 

accountability 

• Reporting only – any effort to manage and make changes as a result of the reporting may 

be out of scope 

Application Control & Data Protection – Zero-trust endpoint protection using application 

whitelisting, ringfencing, and storage control to block unauthorized programs and safeguard 

Client data. 

VPN as a Service (VPNaaS) – Premium Plus 

Premium plan including Single Sign-On integrations, DNS Filtering, and Always-On VPN policy 

enforcement (support not included with the license). Features include: 

• 3 connected devices per user 

• Hides IP address and location; encrypts communications and traffic 

• Secure access to public Wi-Fi and device posture checking 

• Disable sign-out enforcement 

VPN as a Service (VPNaaS) – Gateway – VPN private gateway with a static IP assigned, billed 

monthly, providing a dedicated secure entry point for Client’s VPN traffic. 

Wireless as a Service (WaaS) – Advanced 

Secure, passwordless wireless access built on Microsoft Entra and Intune, ensuring only trusted 

users and compliant devices can connect. This zero-trust approach eliminates shared 

credentials and significantly reduces security risk while simplifying access for end users. 

Includes: 

• Passwordless Wi-Fi and VPN access using device certificates 

• Access limited to approved, managed, and compliant devices 

• Seamless onboarding for corporate and BYOD devices 

• Integration with Microsoft Entra ID and Intune for identity and device control 

• Continuous validation of user identity and device health (zero-trust) 

• Automated certificate management with a cloud-based, highly available platform (no on-

prem hardware) 

• Centralized visibility, reporting, and policy control, with ongoing monitoring, management, 

and support 

Additional Security Capabilities (available on the Order) 

The following security capabilities remain available and may be added to any Order: 

Security Risk Assessment – Using one or more tools, Provider will determine the existence of 

malware or vulnerabilities, review practices related to Personally Identifiable Information (PII) — 

including location, treatment, and risk mitigation — and provide findings in a Risk Assessment 

Report. 

Network Discovery – Generates a visual map of all nodes on Client’s network, making it easy 

to see where Client may be at risk. 

Reputation-Based Threat Prevention – Cloud-based web reputation service that aggregates 

data from multiple feeds to provide real-time protection from malicious sites and botnets while 

improving web-processing overhead. 



Spam Prevention – Real-time, continuous, and highly reliable protection from spam and 

phishing attempts. 

APT Blocker – Detects and stops sophisticated attacks including ransomware, zero-day 

threats, and other advanced malware designed to evade traditional network security defenses. 

Data Loss Prevention – Enforces compliance by scanning text and files to detect sensitive 

information attempting to exit Client’s network, whether transferred via email, web, or FTP. 

Incident Response – Provider will assist Client in the hours immediately following a data 

breach to identify the likely source of the breach and begin formulating a response. Assistance 

beyond the first twenty-four (24) hours — including breach-notification planning, in-depth 

forensic examinations, and significant post-breach systems reconfiguration — is not within 

scope, and, if requested, will be provided under a separate Service Attachment for Project 

Services. 

Security Log Management – Provider will configure log sources to capture and retain 

information without excessive logging, limit user access to log files, avoid logging sensitive 

information, secure the processes that generate logs, resolve logging errors, and analyze, 

prioritize, and respond to log entries requiring action. 

SECURITY MONITORING 

Security Monitoring 

Provider will deliver managed security monitoring supported by a Security Operations Center 

(SOC), correlating security data with enterprise-grade threat intelligence to detect, prioritize, and 

enable immediate action against threats. The service includes: 

• 1 x Security Appliance 

• 1 x Network Sensor License 

• Network monitoring, endpoint monitoring, and cloud service monitoring 

• Operations & Support Portal with automated alerting 

• Threat hunting and threat surface reduction 

• Appliance updates & management 

• Mini-SIEM (Security Information and Event Management) 

Where compliance requirements dictate, SIEM monitoring probes may be deployed to all critical 

network devices — including domain controllers, firewalls, network switches, and routers — 

and, where required, all Windows devices. Remediation is not included unless separately 

specified in the Order. 

SERVER BACKUP – OUTSIDE OF PER-USER PRICING 

The following server backup services are priced outside of per-user pricing and are billed per 

server as set forth in the Order. 

Service Description 

Axcient x360Recover 
Direct-to-Cloud Server 
Backup 

Hardware-Free BCDR. Arrears charge, per server. 

Retention Type: Tiered 

Retain all snapshots: 14 days 

After 14 days, retain last snapshot of day: 7 days 

After 14 days, retain last snapshot of week: 5 weeks 



After 14 days, retain last snapshot of month: 6 months 

After 14 days, retain last snapshot of year: 3 years 

Requires Managed Backup and Recovery Service 

Axcient x360Recover 
Appliance Server 
Backup 

Appliance-based server backup. Arrears charge, per server. 
Requires Axcient BDR. 

Retention Type: Tiered 

Retain all snapshots: 14 days 

After 14 days, retain last snapshot of day: 7 days 

After 14 days, retain last snapshot of week: 5 weeks 

After 14 days, retain last snapshot of month: 6 months 

After 14 days, retain last snapshot of year: 3 years 

Requires Managed Backup and Recovery Service 

ONBOARDING AND ONE-TIME FEES 

Fixed Fee Contract On-Boarding 

A one-time fee for the setup and onboarding of Service Contracts. The Intega onboarding team 

will work closely with the Client to evaluate the entire IT infrastructure and clearly identify and 

document the following: 

• General network IP scheme, DNS configuration, and DHCP scope(s) 

• Switch model, passwords, firmware, location, configuration, and role (iSCSI, Core, Edge, 

etc.) 

• Firewall model, password, firmware, and configuration 

• Host model, firmware, drive array configuration, hypervisor version, and configuration 

• Server operating system version, patch compliance, general configuration, and role 

• SAN/NAS model, firmware, access method and password, general configuration, and role 

• Battery backup utilization, age, configuration, and power-outage sustainability 

• Network cabling type and performance 

• Disposition and composition of data, network shares, and end-user access requirements 

Intega will use this information to create documentation that provides a clear understanding of 

the current network and the purpose of in-use and non-use devices. Next steps are to meet with 

the Client to discuss short- and long-term strategic IT goals, ensuring both parties are aligned 

on IT direction, followed by a meeting to review findings and recommendations. 

During this process there may be a requirement to provide projects to replace, simplify, or 

improve existing systems, software, or hardware; perform upgrades to systems that may be out 

of date; extend warranties on equipment; or implement alternative solutions that better align with 

Client’s IT goals. All recommendations aim to improve efficiency, reduce potential IT expenses, 

minimize downtime, or mitigate exposure. Client is under no obligation to move forward with 

recommended projects; however, support for end-of-life or out-of-warranty hardware or software 

may not be covered under the Agreement, which could lead to increased support costs. 

ADDITIONAL SERVICES (CATALOG) 

The following services remain available and may be added to any Order. They are not included 

in the base per-user pricing unless specified in the Order. 

Cloud and Hosting Services 



Public Cloud – Provider will move all of Client’s data to a cloud computing platform, allow 

Client to access data via virtual desktop from Client’s own devices or devices provided by 

Provider, and manage the cloud environment for Client. 

Hybrid Cloud – Provider will move some of Client’s data to a cloud computing platform and, 

upon Client’s request, place a server on premises at Client’s location. Data to be moved is 

agreed to in writing, with specific instructions identifying which data will be moved and whether it 

is managed or unmanaged. Client is solely responsible for its data up to the outermost point of 

Provider’s firewall with the public internet (the “Demarcation Point”); once data has been 

identified, classified, and moved past the Demarcation Point, Provider becomes responsible for 

it. Provider will manage the cloud environment and provide Provider-owned, appropriately 

licensed hardware. 

Private Cloud or Software Subscriptions – Provider will maintain Client’s data on premises at 

Client’s location, manage the cloud environment and software subscriptions for Client, and 

provide Provider-owned, appropriately licensed hardware. 

Third-Party Cloud & SaaS Vendors – Provider will provide, install, and support the third-party 

cloud or software-as-a-service vendors listed on the Order, including but not limited to Microsoft. 

Use of this software is subject to the applicable vendor’s terms of use, which Client agrees to be 

bound by and which may change without notice. 

VoIP and Collaboration Services 

Provider will deliver the Voice over Internet Protocol (“VoIP”) and associated telephony and 

collaboration services specified and selected on the Order or Proposal. Additional Services may 

be added only by entering into a new Order including those Services. VoIP Services may be 

delivered through third-party vendors listed on the Order; use is subject to applicable third-party 

vendor agreements, which Client agrees to be bound by and which may change without notice. 

Network cabling, conduit, electrical, rack space, and any other required construction or 

trenching are additional charges not included with the Service. Provider does not provide 

internet connection; Client is responsible for providing an internet connection to use the Service. 

Cyber Training Services 

Managed Cybersecurity Awareness Training Platform 

Provider will implement and manage a managed cybersecurity awareness training platform 

ordered through a third party on Client’s behalf. The program features: 

• Enrolling all technology-facing workforce members in the program 

• Access to a curriculum of industry-leading cybersecurity awareness education, 

customizable to Client’s regulatory requirements 

• Management reporting and visibility into workforce participation and progress 

• Regular campaigns to test each member’s ability to recognize and respond to cyberattacks 

that target individuals 

• Automated enrollment in remedial training for individual workforce members, when 

appropriate 

• Management reporting and visibility into performance and improvement over time 

• Lowered risk from cyberattacks that target unaware and untrained individuals 

Additional Backup & Retention Options 

The following backup products and retention plans are available as catalog options and may be 

added to the Order: 



Product Description 

Infinite Cloud Retention 
(Sized to BDR) 

Set retention schedule with no predefined storage limit; 
incremental backups retained indefinitely while the subscription is 
current. 

Intra-dailies to dailies after 7 days; dailies to weeklies after 2 
weeks; weeklies to monthlies after 6 weeks. 

Canadian Data Centre. Requires Managed Backup and Recovery 
Service. 

Time-Based Cloud 
Retention – One Year 
(Per Agent, Sized to 
BDR) 

Set retention schedule with no predefined storage limit; 
incremental backups retained for one year while the subscription 
is current. 

Intra-dailies to dailies after 5 days; dailies to weeklies after 2 
weeks; weeklies to monthlies after 4 weeks. 

Canadian Data Centre. Requires Managed Backup and Recovery 
Service. 

Cloud Continuity for 
PCs 

Datto all-in-one, image-based backup and recovery for PCs. 
Protects users and enables quick recovery from desktop/laptop 
loss, theft, hardware failure, accidental deletion, ransomware, or 
other disaster. 

1-year commit, monthly billing. 

Datto – Office 365 
Backup (Per User, ICR) 

Flexible O365 backup covering Exchange/online, SharePoint, 
OneDrive, and Teams. 

3x daily backups retained 30 days; dailies kept after 30 days; 
weeklies after 90 days; monthlies after a year, then stored for the 
selected retention period. 

ACS – Office 365 
Backup (Per User) 

Per-seat O365 backup with unlimited storage. 

Exchange auto-backups every 2 hours; SharePoint auto-backups 
every 8 hours; OneDrive and Teams backup. 

Virtual Server Backup 
(C/W Software) 

Arrears charge, with or without local NAS support. Archive 
encryption; incremental and differential backups. 

Retention — Monthly: 6 months; Weekly: 4 weeks; Daily: 7 days. 
Requires Managed Backup and Recovery Service. 

Physical Server Backup 
(C/W Software) 

Arrears charge, with or without local NAS support. Archive 
encryption; incremental and differential backups. 

Retention — Monthly: 6 months; Weekly: 4 weeks; Daily: 7 days. 
Requires Managed Backup and Recovery Service. 

Legacy Products 

The following legacy products remain available for existing configurations and may be 

referenced on the Order. Newer equivalents above are recommended for new deployments. 

Product Description 

Antivirus as a Service – 
Server (Base / Core L2) 

Antivirus as a Service provided under a Managed Service 
Agreement, for servers. Core L2 includes annual endpoint security 
essentials — prevention, detection, and response. 

Antivirus as a Service – 
Workstations (Base / 
Core L2) 

Antivirus as a Service for workstations and laptops. Core L2 
provides prevention and detection across all major vectors, 



automated policy-driven response, and full-context, real-time 
forensics. 

Cloud Managed – 
Server Backup 

Per-GB offsite data storage for server backup at a secure co-
location, invoiced in 50 GB increments. 

File Backup and 
Restoration of Server-
based Data 

Monitoring and maintaining backup jobs. Backup logs monitored 
daily; items requiring attention are actioned for resolution. 
Random files restored from backup monthly and recorded in the 
monitoring log. 

Incident, Adds & 
Changes 

Covers Incidents, Adds, and Changes. See Contract for 
clarification. 

Managed iPad / iPhone 
Services 

Managed Apple iPad and iPhone device services. 

Managed Anti-Virus Managed anti-virus solution. 

Managed Appliances Managed appliances — monitoring and maintenance. 

Managed Server – 
Physical (Base L1 / 
Core L2 / FortiEDR 
bundles) 

24x7 monitoring, 8x5x5 remediation, and maintenance with 
Antivirus (L1), Antivirus Core (L2), or FortiEDR, plus patch 
management. 

Managed Server – 
Virtual (Base L1 / Core 
L2 / FortiEDR bundles) 

24x7 monitoring, 8x5x5 remediation, and maintenance with 
Antivirus (L1), Antivirus Core (L2), or FortiEDR, plus patch 
management. Includes Virtual Host Server monitoring & 
maintenance. 

Managed Workstation 
& Helpdesk Support 

Support and patch management with helpdesk support, including 
corporate user phone support for desktop applications and 
operating systems. 

Managed Workstation 
Bundles (Base L1 / 
Core L2 / FortiEDR) 

Workstation monitoring, maintenance, and security bundles 
including antivirus (Base/Core) or FortiEDR, plus DNS security. 

Managed Workstation – 
End User Bundles 
(Standard / Base L1 / 
Core L2 / Complete L3 / 
FortiEDR) 

End-user workstation monitoring, maintenance, and 8x5x5 
helpdesk with antivirus, advanced core antivirus, advanced EDR, 
or FortiEDR (per tier), DNS security, and end-user web security 
training and testing. 

Remote Remediation 
Services – Security 
Contract 

Monthly remediation services add-on for security contracts. 

Professional Security 
Monitoring – Core 50 
L2 (Monthly) 

Field Effect Covalence monitoring for up to 50 users (minimum 3 
months). Includes network, endpoint, and cloud service 
monitoring, automated alerting, threat hunting, threat surface 
reduction, Mini-SIEM, and DNS firewall. Remediation not covered. 
Covalence Business One appliance not included. 

Server / Workstation 
Monitoring & Patch 
Management 

Remote monitoring of key server/workstation components (24x7 
for Key Network Elements) with failure notifications, and 
deployment of security updates and critical patches released by 
software vendors as required. 



**Provider does not provide internet connection. Client is responsible for providing an internet 
connection to use the Services. 

THESE DESCRIPTIONS ARE SUBJECT TO CHANGE AT ANY TIME WITHOUT NOTICE. 


