Schedule 7A
Order Form for Standard Goods and Services – Direct Award

Call-Off Contract under the HealthTrust Europe LLP Framework Agreement for the provision of Enterprise Level Information Communication Technology (ICT) Solutions for hardware, software, programs, applications, security, computer science, managed services, consultancy, support and associated services – 2019 (reference number: SF050716) dated 27th September 2019.

	The Authority
	Manchester University NHS Foundation Trust, 
Cobbett House Manchester Royal Infirmary, Oxford Rd,                                                       Manchester M13 9WL


	The Supplier
	boxxe Limited, 
Artemis House, Eboracum Way, York, YO31 7RE

	HealthTrust Europe Contract Reference
	HTE-005707



The Supplier and the Authority hereby agree as follows:
1. The Authority wishes to enter into a Contract in respect of the Goods and/or Services pursuant to the framework agreement between Health Trust Europe LLP and Supplier dated 27th September 2019 (the “Framework Agreement”). 
2. The Contract incorporates, and the Supplier agrees to abide by, the following documents:
(a) The Specification of the Authority’s requirements as appended at Appendix 1 overleaf; 
(b) the Contract Price, as appended at Appendix 2 overleaf; and
(c) the Call-Off Terms and Conditions set out at Appendix A to the Framework Agreement (including the front page and all Schedules thereto).
3. Where the Call-Off Terms and Conditions set out at Schedule 1 of Appendix A to the Framework Agreement apply, the Authority acknowledges and agrees to the HealthTrust Europe Key Provisions, in particular as stated below for the avoidance of doubt:
(a) In the event that the Authority terminates its agreement with HealthTrust Europe (made pursuant to the provisions of the UHCW Framework) for convenience or otherwise, and such termination takes effect before the end of the Initial Term (as defined in the UHCW Framework) or in the event that the Authority’s agreement with HealthTrust Europe (made pursuant to the provisions of the UHCW Framework) expires without being renewed on or after such Initial Term, HealthTrust Europe shall notify the Supplier of such termination or expiry in accordance with the provisions of Clause 14 of Schedule 1 of the Framework Agreement (“Beneficiary Withdrawal Notice”). Upon receipt of such Beneficiary Withdrawal Notice by the Supplier, the Supplier shall cease to apply for the benefit of the Authority, the Contract Price or  any special discounts in relation to such supply which applied solely by reason of the operation of the UHCW Framework and its associated services and/or framework agreements or any contract made between the Authority made pursuant thereto and further the Authority shall no longer be permitted to place Orders or benefit from the Contract Price, save with the prior written consent of HealthTrust Europe.
(b) The Authority acknowledges and agrees that the Supplier is subject to an activity based income (ABI) management charge in relation to any Orders placed by the Authority under the Framework Agreement.
(c) The Authority and the Supplier agree that (in addition to the Authority’s right to enforce the Contract) HealthTrust Europe may enforce any term of the Contract as principal in respect of ABI and Management Information and as agent on behalf of the Authority in respect of all other terms.

4. The Commencement Date of the Contract shall be the date when the contract is fully signed. 
5. The Term of this Contract shall be 3 years from the Commencement Date and may be extended in accordance with Clause 15.2 of Schedule 2 of the Call-Off Terms and Conditions provided that the duration of this Contract shall be no longer than 6 years in total. 
[bookmark: _Hlk505938177]
6. Data Protection

The trust will share no personal data to boxxe or the sub-contractor in connection with this contract.

6.1	 The Parties acknowledge that the Authority is the Data Controller (as defined by the Data Protection Legislation) and the Supplier is the Data Processor (as defined by the Data Protection Legislation) in respect of any Personal Data Processed under this Contract.

6.2	The only Processing that the Supplier is authorised to do is listed in Table A of the Data Protection Protocol by the Authority and may not be determined by the Supplier.


7. Supplier shall use reasonable endeavours to deliver the Goods and/or Services under this agreement by the agreed delivery date.   
8. The payment profile for this Contract shall be 30 days from the date of invoice

9. The Authority may terminate this Contract forthwith by notice in writing to the Supplier at any time on three (3) months’ written notice. Such notice shall not be served within 3 years of the Commencement Date. 

10.  The provision of Services 

(A) The Services Commencement Date shall be when the contract is fully signed. 

(B) The Services shall be provided and Goods delivered by the Supplier at the Premises and Locations listed below:
(i) MFT site 

11.  Use of Subcontractors 
The Authority grants permission for the Supplier to Sub-contract Visavvi Limited under this Framework Agreement. This shall not impose any duty on the Authority to enquire as to the competency of any authorised Sub-contractor. The Supplier shall ensure that any authorised Sub-contractor has the appropriate capability and capacity to perform the relevant obligations and that the obligations carried out by such Sub-contractor are fully in accordance with the Framework Agreement.]
(A) The Supplier shall implement the Services in accordance with the Implementation Plan appended at Appendix 4 overleaf.

(B) Any changes to this Contract, including to the Services and Goods, may only be agreed in accordance with the Change Control Process set out in Appendix 3 overleaf.

12. The end user license agreement (EULA) applicable to the relevant Software Product, as stipulated by the Manufacturer of that Product appended at Appendix 9 
13. The KPI’s and Service Credits applicable to the Contract are detailed in Appendix 10.  
14. The bidding model that includes members of the supply chain, the percentage of work being delivered by each sub-contractor and the key contract deliverables each sub-contractor will be responsible for are detailed in Appendix 11.

1. The Contract Managers at the commencement of this Contract are:
(a)	for the Authority:
                                  Karen Flintoft: Deputy Director of Informatics commercial services
(b)	for the Supplier:
                                  Michael Clark – Head of Partner Alliances
2. Notices served under this Contract are to be delivered to:
(a)	for the Authority:
                              Karen Flintoft: Deputy Director of Informatics commercial services
                              Finance and Procurement Business Unit,Trafford General
                              Hospital,Davyhulme
                              Manchester M41 5SL
                              Karen.Flintoft@mft.nhs.uk

		    (b)	for the Supplier:
                              Michael Clark – Head of Partner Alliances
                              Artemis House, Eboracum Way, York, YO31 7RE
michael.clark@boxxe.com (cc – legal@boxxe.com) 

3. In this Contract, unless the context otherwise requires, all capitalised words and expressions shall have the meanings ascribed to them by the Framework Agreement and/or Call-Off Terms and Conditions.
4. The following Appendices are incorporated within this Contract:

	Appendix 1
	Authority Specification 

	Appendix 2
	Contract Price

	Appendix 3
	Change Control Process

	Appendix 4
	Implementation Plan

	Appendix 5
	Lease and/or Licence to access Premises and Locations

	Appendix 6
	Step In Rights

	Appendix 7 
	Termination Sum

	Appendix 8
	Staff Transfer

	Appendix 9
	Software and End User License Agreement (EULA)

	Appendix 10
	Key Performance Indicators

	Appendix 11
	Subcontractors



	
Signed by the authorised representative of THE AUTHORITY

	Name:
	Dr Ian Dady	
	Signature:
	
	

	Position:
	Clinical Director & Consultant Neonatologist	
	
	Connect NW Neonatal Transport Service
16/11/2023


Signed by the authorised representative of THE SUPPLIER

	Name:
	Colin Firth
	Signature
	[image: ]

	Position:
	Account Manager
	Date
	16/11/2023


 



Appendix 1
Authority Specification


Appendix 2
Contract Price

Equipment - £14,172.69 ex VAT
Labor - £3,964.49 ex VAT
Total - £18,137.18 ex VAT


Appendix 3
Change Control Process
Any variations and changes to the agreed and signed project brief throughout the project by method of project change request (PCR).  No changes will be actioned until agreed in writing by all parties (Authority, Supplier and Subcontractor).
 Appendix 4
Implementation Plan
As per embedded document at Appendix 1
Appendix 5 (NOT USED)
Lease and/or Licence to access Premises and Locations
Appendix 6 (NOT USED)
Step In Rights
Appendix 7 (NOT USED)
Termination Sum
Appendix 8 (NOT USED)
Staff Transfer
Appendix 9
Software and EULA


Appendix 10 (NOT USED
Key Performance Indicators
Appendix 11
Subcontractors 
100% of the services will be delivered by - Visavvi Limited

Address: Unit 6 Millfield Lane, Nether Poppleton, York, YO26 6PQ

Contact Details 
Colin Firth (Account Manager)
Phone - 07836 638907 
Email - colin.firth@visavvi.com 

[bookmark: _Toc312422937][bookmark: _Toc312422938][bookmark: bmkParties][bookmark: bmkIntro]
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Presented By: Colin FirthDR Ian Dady


Job Title: Clinical Director for Connect NW Neonatal Transport
Service & Consultant Neonatologist at St Mary’s


0161 276 6545Tel:


Contact:


Email: Ian.Dady@mft.nhs.uk


Email:


Mobile:


colin.firth@visavvi.com


07836 638907


Visavvi


We are leaders in audio visual, communication and collaboration and have more heritage and more experience than
anyone else in the industry. The strength of Visavvi comes from the trusted, long-term relationships we build with our
clients and technology partners. It’s our proven ability to shape technology in a way that drives business growth that
marks us out from the rest.


Visavvi harnesses technology inventively, so that businesses and organisations can collaborate smoothly and seamlessly.
They become more agile. Employees become more engaged. Teams work together like never before to inspire ideas that
outstrip expectations. It’s what we call, 'Ingenious Business Collaboration'.


AV as a Service


AV as a Service (AVaaS) makes it simple, quick and easy to acquire audio visual and collaboration hardware and
services through subscription, rather than a traditional capital purchase. Eliminating the need for a large upfront capital
investment, equipment and services can be acquired for a predictable fee which can be scaled to align with changing
business requirements. For more information see https://www.visavvi.com/pages/avaas


Vantage


Vantage from Visavvi provides organisations with intelligent remote 24/7 monitoring of meeting, collaboration and video
conferencing facilities, Vantage monitors every aspect of your AV workplace environment. Our engineers will always be
the first to know if, and when something goes wrong, swiftly resolving the issue to minimise disruption – often before it
even becomes visible to the user.


Remotely and securely accessing your AV facilities via Vantage allows our engineers to resolve any issues - without
having to visit site. This substantially increases immediate fault resolution and dramatically reduces system down time.


For more information see https://www.visavvi.com/service-area/av-remote-monitoring


Please Note


Any Purchase Orders raised in connection to this proposal must be made to Visavvi Limited.


Bank: HSBC Bank Plc
Account name: Visavvi Limited


GBP USD EUR
Sort code: 40 -11-18 40 -12-76 40 -12-76
A/C number: 55738008 90125378 90125351
IBAN: GB62HBUK40111855738008 GB14HBUK40127690125378 GB14HBUK40127690125351


Client Address Project Address


St. Mary's Hospital


Oxford Road


Manchester


M13 9WL


DR Ian Dady, NICU New Buidling


Address to be confirmed


Warrington
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Ingenious Business Collaboration


Visavvi are global leaders in audio visual, business communications
and collaboration. We harness technology to create highly intuitive
and agile meeting and collaboration environments. We offer a
range of workplace solutions and services designed to deliver success.


Our skill base is comprehensive and deep, we have extensive technology
expertise and proven people-skills. We blend these to build strong and
trusted relationships with our clients. Our commitment to the highest
professional standards has given us top industry accreditations and
industry partnerships.


We are proud to be working with hugely successful clients across the
corporate, education, healthcare, public and government sectors.


Welcome to Visavvi
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Skills


Technology is changing at an unprecedented pace and the reliance on business-critical technology in the workplace is
rapidly increasing. The skill set of the people providing and supporting these technologies has never been more critical.
Leading technology partners such as Microsoft, Cisco, Poly, Logitech, Harman, Extron, Crestron, to name just a few, have
awarded us the very highest levels of accreditation based on our ability to deploy and maintain their technology.


Compliance & Accreditations


Our commitment to quality and safety is reflected in a comprehensive set of industry accreditations, covering health and
safety, quality and process, the environment, and the integrity of digitally-held information. We supplement these with
membership to all of the relevant and leading industry associations.


You can be confident that your project will be delivered by the most qualified and experienced team in the industry.


Technology Partners


We successfully deliver the most complex and inventive of projects on behalf of global businesses. To do this we have
built extensive and deep relationships with globally renowned, award winning manufacturers. Designed and installed by
our highly trained and qualified consultants, system architects and engineers, our solutions deliver beyond expectation.


Our clients


We are proud to have built long and established relationships with organisations across all sectors, nationally and
internationally. From global brands to start ups - we deliver the very highest of standards to each.


Our way of working


We consult: We work closely with you at every stage to understand your business challenges and objectives; drawing on
our unmatched expertise in audio visual, communication and collaboration, we provide insight that is focused on your
exact needs, delivering results beyond expectations.


We design: The collaborative workplaces we design are liberating to work in, but always practical. We deliver solutions
that are brilliant to use and a dream to look after.


We install: Our team of installation engineers are comprehensively trained, highly experienced and extremely committed.


We support: Our range of options includes remote video support, engineer call-out, preventative maintenance, dedicated
onsite engineers and remote monitoring and management. Our high-level relationships with technology partners includes
fast-track escalation straight to the manufacturer.


Welcome to Visavvi
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Industry leading support


A VisavviCARE maintenance contract is the premier AV/IT support and maintenance service from the industry leading
team at Visavvi. A service that supports all your business-critical meeting and collaboration assets be they hardware,
networks or people. VisavviCARE is the cornerstone of our commitment to delivering the highest quality after sales
customer support and operational benefits.


Extensive service offering


Unlimited emergency callouts On-site support*


Technical Helpdesk 8.00 – 5.30 Monday to Friday Asset tagging*


Spares parts up to the value of £300.00 Refresher training*


Loan replacement equipment Permanent on-site support*


Videoconferencing Helpdesk Remote support & monitoring*


Bench repairs Technical Helpdesk 24/7*


Software updates


Preventative maintenance visit(s) if contract value exceeds £950.00


Please note any items marked * are optional additional services which are not included unless requested.


Visavvi offer the widest coverage across Europe, with technical teams strategically placed to deliver unrivalled service to
all our clients.


Our teams take great pride in the care and support they deliver, ensuring that our clients have a working environment at
all times. All engineers are trained to the highest technical standard and hold appropriate H&S certifications.


With a VisavviCARE agreement a call or email to our helpdesk is the first step in quickly resolving technical issues,
ensuring business continuity for your organisation. Once logged the service request is allocated in real time to an
engineer via our bespoke app which provides all the information needed to help identify the potential issue. The success
rate in resolving problems remotely or on the first visit is extremely high ensuring your business communications continue
uninterrupted.


Premier service your way


Contracts are available with 3,4,8,16 & 24 working hour response times, this allows you to choose the most appropriate
level for any location or even any individual room. We understand that none of our clients requirements are the same and
pride ourselves on listening to your individual needs and offering a tailored service dedicated for your business.


On the rare occasion when an onsite repair is not possible, we will provide a loan unit to get your environment
operational again. In the background we will be assessing, repairing and where needed, obtaining a replacement from
the manufacturer.


Vantage


Vantage is a remote AV monitoring and management platform developed in house by Visavvi. Vantage provides secure,
intelligent 27/4 monitoring of network connected AV devices to extend and improve service and maintenance delivery.
Monitoring every aspect of your AV workplace Visavvi’s engineers will always be the first to know if, and when something


goes wrong, swiftly resolving issues remotely to minimise business disruption.


As part of our commitment to providing clients with an exceptional levels of support Vantage may be included as part of
our service and maintenance offering for network connected AV devices. For further information see
https://vantage.visavvi.com/support


An introduction to Visavvi service and maintenance
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Repair & protect


All servicing and repairs are undertaken at our own specialist service centre by highly experienced and qualified bench
engineers. We pride ourselves on delivering an efficient repair service inhouse and only engage manufacturers when a
warranty replacement is required.


Visavvi operates under ISO9001 accreditation to ensure the highest levels of quality management.  The service is
constantly monitored in reference to ISO standards to ensure full compliance whilst always striving to deliver beyond
them.


Preventative maintenance is a vital factor in reducing equipment failures and eliminating room down time. It’s also a great
opportunity to stay up to date with advances in technology while you have our engineers on site.


All visits are arranged at a time that suits your business needs. Each schedule is tailored to suit your systems and will
include a detailed post visit report, together with updated records to the service database.


A typical visit may include:


· Test all system functions


· Update any software or firmware


· Check video conference unit including a test call.


· Check and test all audio inputs including auxiliary and microphone sources


· Check display screens for image quality and image retention


· Check equipment racks for any loose connections and equipment damage.


· Check projector filters and lamp hours (replace lamps if required)


· Resolve any found issues


· Provide a report of the condition of the equipment and any faults found.


On-site support


VisavviCARE also provide fully integrated on-site support engineers - managed and supported by Visavvi but embedded
within your business.


Our on-site support engineers professionally operate and maintain your systems prompting increased user adoption and
confidence. We offer planned holiday cover and unplanned absence, so we can tailor a service specific to your long or
short term needs. Being physically located on your premises enables problems to be quickly identified and resolved,
often before your organisation is even aware of them.


All Visavvi engineers receive an on-going program of training and professional development this also benefits your own
team whilst working alongside our engineers.


Existing old equipment cannot automatically be added to a new care agreement. A list of existing equipment will need to
be sent to the service team to generate a maintenance cost. This is the only way existing equipment will be
covered.  Visavvi have the right to decline old additions to a contract if the units are end of service life (EOSL).


An introduction to Visavvi service and maintenance
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Location Price


Education Area Conference Room - Main Section £14,647.18


UC liason for MTR /  network configuration £495.00


3 Year Maintenance Contract £2,995.00


Location summary
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£18,137.18


All Prices Exclude VAT


VAT will be applied at the local rate where applicable.


Grand Total EX VAT:
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System Overview – Brief Description


The proposal is to provide native Microsoft Teams Rooms system for the Education Area conference room in the new
NICU unit. The room design has been changed from a conference toom with a dividing partition to a main conference
room, with a dimension and elevation as shown on the drawings below –


The system is to consist of a Teams native system that will allow users to easily and intuitively join Teams meetings from
the tabletop user interface and also have access to Zoom and WebEx meetings, Please note that all Native Teams Room
Systems use Guest Join for access to Zoom and WebEx meetings, which only has limited functionality within Zoom and
WebEx meetings, it allow users to join and view / participate in the meeting but not present. I have included the Poly
BYOD Interface as an optional item not included in the final total cost for the project. This would allow users to utilise their
own device with their own Zoom / WebEx accounts which would then give full access to the meeting via their own device,
users would be able to utilise the BYOD function to allow the connection of their own device to allow the instigation of
Zoom and WebEx meetings via their laptop or tablet but utilise the room camera and microphones / speaker arrays.


A Poly Microsoft Teams Rooms Large system will be provided, consisting of a Poly E-70 camera, two hanging
microphone arrays and a DSP processor to ensure good coverage within the room, a microphone array will be located
towards each end of the table while been centred on the room.


The camera will be located on the front wall below the display screen for the room and it will auto-frame participants
within the room up to a distance of approximately 6m from the screen location while providing a view of the room,
because the room is 10.6m long it is not possible to have an auto-framing camera that will cover the whole room but this
camera features two lens’s, a wide angle lens and a Telephoto lens so will provide a good level of capability within the
space. A GC8 touch screen will be located at the equipment cabinet location within the room, expected to be at the front
of the room to the right hand side of the display screen.


Scope of work
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Scope of work


The laptop connection point for the BYOD connection will also be at the cabinet location or if preferred an under desk
cabinet can be provided and located at the Tutor desk. BYOD mode is to be access by swiping to the side on the touch
screen to reveal the BYOD connection screen and connecting the HDMI / USB connections located with the Teams user
interface screen. The Teams User interface touch screen will display the layout shown below, which will provide a familiar
user experience to the Teams App on the users own device.


The client will need to provide the appropriate O365 accounts and Teams Room Licences to allow the system to be
Teams enabled and incorporated onto the clients network. (please note O365 accounts and Teams Rooms Licences do
not come with the products and are to be provided by the client / Manchester NHS in advance of the installation date).
Liaison with the Trust IT department to allow the configuration of the network / settings for the system to be configured /
commissioned is included within the proposal via the Visavvi installation team and UC department. Please note a Teams
Room Pro Licence is required and is to be provided by the client, the likely cost for the licence is approximately $40 per
month.


A Samsung QE85 series 85” 4K UHD (3840 x 2160) resolution flat screen is to be located on the front wall as the main
display for the room, included as an alternative option to the 85” screen is a 98” Samsung screen, which would technically
be better for the size of the room but I am not sure of the audience will be seated to the full length of the room because of
the table layout and the cabinets at the rear of the room, though technically for the size of the room a 98” display would
be better suited. The screen is rated for 16 hours per day 7 days per week usage so ideal for the facility.


As mentioned above a dual suspended microphone Array Biamp Devio audio system is to be provided for the room,
which will feature a microphone array been located close to each end of the table to provide a good level of pick up for
the audience and presenter within the space for relay of the sound to the far end of the calls. The Devio is a Digital Audio
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Scope of work
Processor system (DSP) which will process the microphone and far end audio levels to ensure echo cancellation is
applied for excellent sound quality.


The microphone sound level will be automatically adjusted by the DSP system for relay to the far end of the call and the
system will try to highlight the person leading the conversation via the beam forming microphone arrays. The DSP will
also limit the echo experienced within the room.


Volume adjustment will be via the Teams Room system touch screen or the users own device.


All local mains supplies, cable containment and network connections plus if the wall the screen is to be located on is a
stud construction the wall will need to be strengthened to accommodate the weight of the screen and MTR solutions and
are to be provided by the client / their contractor in advance of the installation dates. Visavvi will provide a drawing
showing the requirements from other dates once an order is received but discussion can be held with the client /
contractor in advance to aid the provision of the requirements.


Project Management


Project management time has been included within the proposal as a guide and will be confirmed when the building /
requirements have been confirmed. The project manager will attend the project meetings with the client and contractors
to discuss the requirements and agree cable routes, plus monitor the progress of works on site during the installation
phase of the contract and to resolve any issues that arise relating to the audio visual installations contained within the
project.


Hand over & training


Included within the proposal is a half day end user training session (suggest approx. 6 to 8 people per session) on the AV
systems and a simple instruction sheet will be provided for the use of the systems.


The session will consist of connection of devices, use of the touch screen interface and setting up of the rooms.


Maintenance


A 3 year maintenance contract guide price is included within the proposal for the systems. A full SLA for the contract is
available should a copy be required.


The client / FM need to check the asbestos register and confirm the location is clear of Asbestos and services
pipes / cables etc to ensure that it is safe for the installation to be done. Confirmation that the site is clear to
work in is require a minimum of a week in advance of the date booked for the work to be done.


Please can you state the contact details for building SHE person of the building to confirm the induction
requirements or that the standard induction covers the work.


A breakdown of the system is provided below –


Display


The display for the system will be a Samsung screens connected via HDMI to the MTR systems.
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Scope of work


Audio


The audio for the system will be provided by the soundbar of the Teams Room Systems microphone arrays. Volume
control will be via the users own device or in room control panel / infra-red remote control.


Control


Control of the system will be via the MTR control system.


Source Devices & Locations


The sources for the systems will be the content input of the Teams System or BYOD mode of the MTR systems.


Switching/Distribution


No switchers are included within the system. A BYOD interface is listed as an optional item.


Furniture/Equipment Storage


The client is to provide the furniture for the rooms.


Power & Data


All builders work such as wall strengthening, power, data / network connections and cable containment are to be provided
by others in advance of the Visavvi installation.


The client is to provide all Microsoft accounts and Teams Room System licenses for the room systems.


Pictures


Pictures will be taken for the project as the project is developed and are to be uploaded to the project file.


Room Layout Drawing


AV layout drawings will be provided later in the project as part of the project management phase.


Health & Safety Requirements


The client / FM need to check the asbestos register and confirm the location is clear of Asbestos and services
pipes / cables etc to ensure that it is safe for the installation to be done. Confirmation that the site is clear to
work in is require a minimum of a week in advance of the date booked for the work to be done.


With numerous accreditations and Visavvi’s commitment to quality and professionalism, you can be assured that your


project is delivered to the highest standards possible by highly trained technical teams.
Visavvi is committed to the highest standards of safe working practise and have achieved numerous industry


accreditations including RoSPA (Royal Society for the Prevention of Accidents), SafeContractor and CHAS.


A dedicated Learning Management System ensures all personnel are trained to work safely and professionally.


Hours of work


9.00 to 5.00 are the working hours. Though additional hours can be arranged if advised in advance.


Parking


Parking is available at the building but it will need to be booked as part of the site booking process. Parking will need to
be booked in advance.
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Scope of work


Installation Timescales


The lead time from the point of order is likely to be six to eight weeks from the date of order but could be extended at
present due to the Global supply chain issues.


Project Management Statement


The assigned Project Manager will function as the focal point for both internal and external project communication, project
related documentation and will be responsible for overseeing the project throughout the duration of the planned works.
As a dedicated resource, the Project Manager will perform the following functions:


· Liaise with all project stakeholders to communicate and gain approval on the system design, functionality,


timescales and budget.


· Review and verify the system design against quote, SOW and client expectations.


· Perform site surveys and or client meeting to discuss the project in depth. This will allow for all parties to agree on


items such as system functionality, equipment & furniture specifications, equipment location, cable routes & fixing
points, power, data & containment requirements, project timescales, change management and establish project
responsibilities for all concerned.


· Assess site for potential risks and hazards in order to create site specific risk and method statements that will


protect and inform all involved parties.


· Produce relevant project paperwork as needed, such as Project Brief, System Schematics, System Elevations


(for rack build/furniture and room layouts), Mechanical & Electrical drawings, Reflected Ceiling Plans, General
Arrangement Plans and Health & Safety documentation. These will be submitted for approval prior to any
equipment orders, resource allocation or project works commencing.


· Co-ordinate resources for off-site works to prior to installation, such as equipment & materials procurement,


equipment rack/furniture building, software programming and system configuration.


· Attend meeting as per the agreed PM days allocated and costed for in the project proposal to discuss project


progress and verify third-party services.


· Co-ordinate activities with general contractor, construction manager, owner and other trades as required.


· Organise site installation activities, such as first & second fix, system testing & configuration and remedial


works/snagging.


· Manage any variations and changes to the agreed and signed project brief throughout the project by method of


project change request (PCR)


· Regularly inspect installation work performed by staff and/or subcontractors and assess against Visavvi


Engineering Standards.


· Arrange witness testing, commissioning and customer project sign off as appropriate.


· Coordinate and/or provide training to client.


Networked AV


Visavvi are industry experts in what has become known as networked AV. A term used to describe how audio, video and
interactive content is transferred across IT networks. As the internet of things becomes a reality and more and more
devices are network connected, the experts at Visavvi can help you harness the true capabilities of your IP network.
Helping your business deliver real-time content anywhere across your organisation, and as importantly, be able to monitor
and manage it. The ability to wirelessly share content the moment you walk into a room has become the norm in many
organisations, as has the ability to remotely reserve and start video & collaboration meetings with the touch of a single
button. Digital signage solutions can instantly share the latest content and news feeds to 1000’s of remote devices from a
central point ensuring your message is seamlessly delivered right across your business instantly. This is all fantastic
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Scope of work
news, but without a core understanding of how to correctly configure them to make the most efficient use of the network
resources they can quickly cause major problems on an IT network. Business agility is no longer about moving people
from one location to another - it’s about moving content and communicating & collaborating between distributed teams
wherever they might be. Our team can help you select the right set of solutions for your requirements and install &
configure them to maximise their capability whilst safeguarding the stability of your IT network.


Network dependencies


Video streaming, videoconferencing, IPTV, digital signage and many other IP based audio-visual technologies have the
potential to transform the way organisations communicate however at times they can create increased levels of traffic on
IT networks. Your Visavvi contact may have highlighted this to you during the consultation stage and issued you with the
relevant manufacturers network guidelines. It is critical that your organisation reads the documentation and takes any
necessary steps to configure your network as directed by the solutions manufacturers. This will help ensure your
organisation maximise the benefit of the solutions and minimise any potential impact on your wider network services.
Visavvi will install and configure any device provided within the scope of this project, but it is your responsibility as the
client to understand and pre-configure your own network correctly ahead of installation. Visavvi offer a range of network
readiness assessments to help identify potential areas of concern that need addressing before deploying AV over IP
solutions. Ask your account manager for more details.


Voice controlled meeting room systems


Visavvi are always looking to provide inventive meeting room solutions for our clients. Voice controlled solutions are now
generating much interest and naturally we are keen to respond by providing highly intuitive ways to control AV and
Collaboration spaces using this technology. It should be noted however, that current favoured domestic solutions such as
Google Home and Amazon Alexa have no robust security controls in place. Whilst Visavvi will implement voice-controlled
meeting control solutions using these devices and similar when specifically requested by a client, Visavvi cannot accept
responsibility for any breach of confidentiality or network security through their use. Our guidance is to seek alternative
ways of creating intuitive meeting room control until professional enterprise grade solutions with greater levels of security
are available. For further information please discuss with your account manager.


USB device connectivity guidance


Recently there has been a tremendous increase in the number of meeting spaces equipped to enable participants to
bring their own device (BYOD) or Bring their Own Meeting (BYOM). These environments allow meeting participants to
bring their own personal device to form part of the rooms core AV and communication infrastructure. Meeting participants
then use their own device connected to in-room technology to conduct the meeting.


Enabling spaces to be BYOD and BYOM friendly brings many benefits, however it can present some technical
challenges.


As personal devices, such as laptops, become a core component of a meeting space it is crucial that these devices can
be configured to enable connectivity to a range of external USB devices such as Conference cams/webcams,
microphones, interactive screens, and Digital Signal Processers (DSP’s).


It is also vitally important to understand that these USB meeting room devices can only function correctly when connected
to personal devices if they are configured and enabled to accept external peripheral connectivity. Devices should support
UVC and UAC connectivity via a USB port and the device software build and configuration should not have any
restrictions configured that block external connectivity.


Additionally, all peripherals installed within the system that facilitate device connection such as port replicators, display
docking stations etc. will need to be enabled on all participant personal devices to eliminate potential meeting disruption.
Occasionally additional drivers or software installations maybe required such as Display Link to enable system
connectivity.


It should also be understood that the user experience and functionality within the room is highly dependent on the
performance of the personal device and its network and peripheral connectivity. A poorly performing or connected device
will most likely lead to a substandard meeting experience. Visavvi recommend consultation with an organisation’s IT team
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as part of the preparation for the installation of this project.


Meeting participants and device owners should be encouraged to test their devices configuration live in the meeting
space prior to a meeting.


For further information please discuss with your Visavvi contact.


Scope of work
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Education Area Conference Room - Main Section


Biamp Systems 911.0488.900


Devio DCM-1 White


£593.461 £593.46


Biamp Systems 913.0490.900


Devio SCR-20C White


£2,282.931 £2,282.93


Extron FF 220T


Full-Range Flat Field® Speakers with 600 x 600 mm Low Profile
Enclosure and 70/100V Transformer, PAIR


£541.462 £270.73


Extron MPA 601-100V


Mono 100 V Amplifier - 60 Watts


£278.411 £278.41


JBL Pro SoundBar PSB-1


This Cost-effective, Commercial-grade Active Soundbar Is Designed
Specifically For Use In Hotel Guestrooms And Cruise Ship
Staterooms. Targeting These Unique Applications, The JBL Pro
SoundBar PSB-1 Reduces The Cost And Complexity Found In
Consumer-grade Soundbars While Providing Excellent Sound Qua


£278.201 £278.20


Lindy 32114


HDMI 2.0 EDID Emulator HDCP 2.2 - Black


£0.001 £0.00


Peerless-AV ST670P


SmartMount® Universal Tilt Mount for 46" - 90" Flat Panel Screens


£130.381 £130.38


Poly 1465-49643-001


PS,12V/5A,60W,DOE_VI/IEC62368,2.5mmDC-ST-PLUG


£99.951 £99.95


Poly 487P-87720-362


3 Year Partner Poly Plus Large MTR


£525.231 £525.23


Poly Poly MTR - Large


POLY LARGE ROOM KIT,UK


£2,453.521 £2,453.52


Poly Poly MTR HP Compute


Poly MTR PC HP UK


£1,136.451 £1,136.45


Quadra SWAINBY-16U-MEL


Single Swainby Cabinet, the equipment cabinet is delivered fully
assembled
A rack cabinet without the need for an open frame rack, or shelving
can be specified.     The door is lockable and is fitted with fully
adjustable hinges - Front panel is removable and is fitted on keku
clips for ease of acce


£461.181 £461.18


Samsung LH85QETELGCXEN


85in 16/7 Display 4K UHD BLK


£2,022.731 £2,022.73


Visavvi HDMI - 15M


2.0 HDMI Male - Male 15m 24 awg


£35.711 £35.71


Visavvi HDMI - 1M


OTTA" Ultraflex HDMI 2.0 Lead 1m


£5.001 £5.00


Quotation


* Price Includes Accessories
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Visavvi HDMI - 2M


OTTA" Ultraflex HDMI 2.0 Lead 2m


£5.791 £5.79


Visavvi SYSLAB


Installation Team – Industry accredited Installation Engineering team
to integrate the system in line with our companies Quality
Management System ISO 9001.


£1,390.002 £695.00


Visavvi SYSPMN


Project Management – Including but not limited to project
illustrations, HSEQ management, end user/contractor engagement
and delivery methodology in line with our companies Quality
Management System ISO 9001.


£495.001 £495.00


Visavvi SYSPMN - CAD


System drawings in order to achieve optimum end user experience
and meet completion criteria.


£275.001 £275.00


Visavvi SYSPRG - MTR Offsite Updates


System Configuration – Carrying out offsite updates and
commissioning of MTR systems.


£70.001 £70.00


Visavvi SYSPRG001


DSP programming - Audio Programmer - On site, day rate.


£882.351 £882.35


Visavvi SYSRAK


Rack Build – Industry accredited Test & Build Engineer to assemble
and test the system in line with our companies Quality Management
System ISO 9001.


£357.141 £357.14


Visavvi VC Camera Shelf


VC Camera Shelf, shelf dimensions (LxW): 360x252mm


£35.721 £35.72


Visavvi Cable RC10U


10U Rack cables, connectors & consumables


£116.281 £116.28


Visavvi Cable SCMR


Medium room site cables, connectors & consumables


£175.291 £175.29


£14,647.18Education Area Conference Room - Main Section Total:


UC liason for MTR /  network configuration


Client Issued O365 & Teams Room Licences


[OFE] - The required Microsoft O365 & MTR Licences are to be
purchased and provided separately by the client and Visavvi will
assist with assigning and configuring of the MTR's with the client.


£0.001 £0.00


Visavvi SYSVCCON


Video conferencing liaison regarding the configuration and
application of licences etc for the MTR units.


£495.001 £495.00


£495.00UC liason for MTR /  network configuration Total:


Quotation


* Price Includes Accessories
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3 Year Maintenance Contract


Visavvi Service M15K-3Y


3 year service and maintenance contract to include loan replacement
equipment (exclusions apply),  unlimited callouts, technical support
help desk and repair of faulty equipment. Contracts are based on
single site locations, custom contracts and SLA are available. No
PMVs.


£2,995.001 £2,995.00


£2,995.003 Year Maintenance Contract Total:


Optional Items (not included in final total cost)


Additional Options


Poly 7230-87670-102


Polycom USB Extender


1 £975.00£975.00


Samsung QB98TB


98"Black Large Format Display 4K UHD 350 cd/m2 24/7 Operation
2x HDMI


1 £7,267.44£7,267.44


£0.00Optional Items (not included in final total cost) Total:


Quotation


* Price Includes Accessories
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Quotation


{{Sig_es_:signer1:signature}}


Date


Signed


{{Dte_es_:signer1:date}} {{N_es_:signer1:fullname}}


{{Attach a purchase order_es_:signer:attachment:label("Purchase Order")}}


Equipment:


Project Summary


£14,172.69


£3,964.49Labor:


Subtotal before VAT: £18,137.18


Sales Tax: £3,627.44


Grand Total: £21,764.62


* Price Includes Accessories
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All installation costs are based on the assumption that all installation work can be carried out at the same time.


All installations quoted for herein are subject to a full engineering site survey. This may be carried out by an Account
Manager, Systems Architect, Project Manager or one of our engineers.


1. It must be noted that, whilst every effort is made to minimise nuisance from the noise, noise will be associated with this
installation, which may travel beyond the confines of the room and disrupt people working in adjacent areas. It is the sole
responsibility of the client to inform all potentially affected individuals and make alternative arrangements where necessary.


2. Delays to our work schedule and further visits to site will be charged to the client at the prevailing rate.


3. The client is responsible for providing a 240v 13A fused and switched socket at the point of equipment fixing.


4. It must be noted that any works previously agreed to be completed by yourselves or any representative of yourselves,
MUST be completed in line with agreed schedule. As we do not have “down time” between installations it may not be
possible to re-commence work for several weeks should the site not be prepared as we anticipated.


5. Changes or alterations received AFTER the initial order has been received may result in delay to the whole installation or
an additional charge being levied for a subsequent visit to site.


6. Unless the client provides dedicated cableways all cables will be mounted in surface trunking.


7. Unless specified otherwise all deliveries will be charged at cost.


8. Prices and specification are correct at the time of printing but may be changed by the manufacturers without prior notice.
Any such changes will be passed on to the client.


9. This quotation is valid for 7 days unless stated otherwise within this quotation and is subject to VAT and Visavvi standard
terms and conditions. Errors and omissions are excepted.


10. All delays to the schedule of work, once our engineers have attended site, are charged in half day increments and come
into effect after the first half hour of delay.


11. It is the client’s responsibility to inform Visavvi of any restrictions on entry to site i.e. site induction, safety training etc. Any
time spent in such procedures is not covered by the scope of this proposal and is chargeable as a delay to schedule.


12. If client equipment is used then it is assumed that this is in working condition and we do not accept responsibility should it
prove that this is not the case.


13. The client is responsible for ensuring that an authorised representative is available to accept delivery of the equipment on the


agreed delivery date (unless otherwise specified this will be the first day of an installation).


14. The client is responsible for changing the username and password to secure hardware that is accessible from their LAN or
Internet. i.e., any items outside of a private AV LAN are the client’s responsibility to secure.


Click here for Visavvi standard terms and conditions


Visit https://www.visavvi.com/terms-and-conditions


Important information
Please read carefully
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CARE AGREEMENT 
PROPOSAL 
 


Quote Ref:    


Date:   







 


// 2 


THANK YOU 
 


Dear  


Thank you for providing the opportunity to provide a Care Agreement proposal. 


In this document you will find an introduction to Visavvi and an overview of our Care services. This also 
includes the structure of our team and our processes to give you some insight into how we operate. The 
final and the most crucial part consists of a detailed Terms of Contract. This covers all aspects of what we 
are proposing to best support your organisation and provide the exceptional service and ongoing support. 


Our clients are all incredibly important to us. We know them as individuals and as an organisation. Our 
personal approach enables us to deliver a service that goes over and above expectation and builds long-
term successful relationships based on trust. We look forward to building a partnership with you, and if you 
have any questions about the content in this document, our services, or the way we work, please do not 
hesitate to get in touch with me directly. 


Kind regards, 


 


Debi Myland-Smith 


Head of Service – Customer Success, Contracts and Reporting 


Tel: 01252 893209 
Mob: 0776 822360 
debi.myland-smith@visavvi.com 
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AV SERVICE AND 
MAINTENANCE 
 


With business-critical technology assets, time is of the essence and a robust response is always needed. 
Our dedicated team understand this, and we shape our service accordingly. 


Our unparalleled range of care services supported by a team of highly experienced and strategically located 
engineers is underpinned by our tier-one relationship with global technology partners. This unique capability 
enables us to build tailored care packages specifically designed around your organisation’s requirements.  


We hold the very highest accreditation levels, fast-track escalation direct to the manufacturer ensuring swift 
resolution of any major problems, and our intelligent remote monitoring service Vantage can ensure most 
issues are resolved before you even know they happened. 


With 24/7 cover options, strict Service Level Agreements, and dedicated help desk support to name a few, 
you can be sure that you’re calling on the most highly trained, ISO accredited and trusted support team in the 
industry. 
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OUR TEAM  


Our engineers and support teams are the best in the industry. Highly trained, renowned for their care, 
understanding and attention to detail, they support our clients with passion and commitment at every 
touchpoint. Geographically dispersed across the UK and beyond, we have positioned our team to provide a 
seamless client experience, minimising disruption and meet agreed SLA’s. 
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SLA RESPONSE TIMES 


 


PREVENTATIVE MAINTENANCE 


At a time, convenient to your organisation, the Visavvi Care team will perform proactive maintenance 
visit(s)C on all equipment. To ensure maximum efficiency and to reduce the downtime of your facilities, a 
schedule will be implemented in conjunction with the client stating specific times for each room. Following 
our visit, a specific report will be submitted after each room is completed. 


 


All features of the systems are fully tested and 
verified  


Rectify any faults found if within scope of 
preventative maintenance visit 


 


All audio and video sources stress tested to 
verify performance  


Produce a log of activity and record any 
faults found 


 


Check projector focus and alignment 
(if applicable)  


Escalate any faults found not within scope of 
visit 


 


Check video conference unit including test 
calling  


Perform necessary firmware and software 
updates 


 


Perform visual inspection of equipment rack for 
loose connections and equipment damage  


Upon visit completion, a maintenance log will 
be completed and issued to the client. 
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REQUESTING AN EMERGENCY CALL OUT/SERVICE VISIT 


In the event of equipment failures or problems, the client should initiate a service visit by escalating the 
issue to the Visavvi Care help desk. 
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LOAN EQUIPMENT 


Where available, Visavvi will supply suitable loan replacement equipmentc for items that require off-site 
repairs. All loan equipment will be supplied free of charge and shall be utilised by the client for the total 
period that the removed faulty equipment is being repaired. There may be occasions when a temporary 
working solution will be provided for specialist items until the faulty item is repaired and returned to site.  


REPAIRS 


Costs will include all workshop labour charges and spares up to the value specified in the Summary of 
Cover. Should the spares cost more than this limit, then Visavvi will provide an estimate for the repair. If the 
equipment is deemed beyond economical repair, Visavvi will quote for its replacement cost. 


ESCALATION 


Should you be dissatisfied with any aspect of the service provided during any stage of the service process 
the matter should be brought to the attention of either Debi Myland-Smith (administrative, commercial or 
SLA) or Sean Kennedy (technical). Contact details are as follows: 


Escalation type: Administrative, Commercial, SLA  Escalation type: Technical 
Debi Myland-Smith      Sean Kennedy 
Debi.Myland-Smith@visavvi.com // 07764 822360   Sean.Kennedy@visavvi.com // 07836 607135 


aSubject to Vantage being deployed. bOut of hours cover is available. cFull details of your bespoke SLA will be in your Summary of Cover. 
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CARE AGREEMENT 
PROPOSAL 


 


TERMS OF CONTRACT 
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SUMMARY OF COVER  


Organisation:  


Client contact name:  


Client email:  


Commencement date:  


Length of contract:  


Maintenance Payment for Length of the 
Contract: (excluding VAT) 


 


SERVICE LEVEL AGREEMENT 


Dedicated Helpdesk with Telephone 
Support 


Monday – Friday 8.30am – 5.30pm 


Unlimited Engineer Callouts Within 8 Normal Working Hours of Fault Reporting 
(1 Working Day) 


To Initiate a Service Visit call our Service Helpdesk on 01252 540721, quoting your Care Agreement 
Number. Your dedicated Helpdesk e-mail address is: visavvicare.support@visavvi.com 


Preventative Maintenance Visits   1 Visit Per Annum  


Loan Equipment Included, where available, (exclusions apply – see 
clauses 3.2b and 4.4) 


Spare parts Included up to £300.00 per Break Fix 


Vantage Remote Monitoring Not included 


Workshop labour Included 


Software Software/firmware releases which correct known 
issues with operation or interoperability and 
constitutes a Break Fix (see definitions) 


Video conferencing All Video Conferencing Units to be backed off 
under this contract to Include Software Updates 
and Advance Replacements unless otherwise 
stated in the Equipment Schedule 
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VISAVVI CARE AGREEMENT 


 
This Agreement is between: 
 
Visavvi Limited (CRN: 02170847), a company registered in England and Wales whose registered 
office is at Unit 5 Millfield Lane, Nether Poppleton, York, YO26 6PQ (hereinafter referred to as the 
“Company”); 
 
And [company name] 
 
 (hereinafter referred to as “The Customer”) 
 
The Customer agrees to accept from the Company the maintenance services for equipment included 
in this Agreement and to pay the Maintenance Payments, all on the terms and conditions set out 
below: - 


 
1. Equipment and Terms 


 
This Agreement (“Agreement”) shall apply to the equipment (“Equipment”) described in Schedule A 
(“Equipment Schedule”) and shall commence on TBC (the “Commencement Date”) and shall 
continue for the period stated as the Length of Contract in the Summary of Cover (“Contract 
Period”) in accordance with the clauses hereof. 
 
The Summary of Cover and Equipment Schedule are vital parts of this Agreement and as such must 
be checked by the Customer at the point of renewal or acceptance of these Terms.  In the event of 
any conflict between any provision of the Summary of Cover, Equipment Schedule and these Terms, 
the following decreasing order of precedence shall apply to the extent of such conflict only: (a) these 
Terms; (b) Equipment Schedule; and (c) Summary of Cover. 
 
Any provision of services under this Agreement is done so in Normal Working Hours.  Work carried 
out outside Normal Working Hours at the Customer’s request will incur a supplementary charge 
calculated in accordance with Clause 4.3 (or as otherwise agreed between the parties). 
 
The definitions set out in Schedule B also form part of and apply to this Agreement. 


 
2. Maintenance Payments 


 
2.1  The amount of the Maintenance Payment is as set out in the Summary of Cover. The Customer shall 


pay the whole of the Maintenance Payment in full on or before the Commencement Date of this 
agreement 
 


2.2  Not later than 30 days before the end of the Contract Period the Company shall notify the Customer 
in writing of the Maintenance Payment which would be payable if the Customer chooses to renew 
with the Company.  For the avoidance of doubt, any renewal will be subject to agreement between 
the parties including signature of a separate contract and official Purchase Order; this Agreement will 
terminate at the end of the Contract Period and will not automatically renew.  


 
2.3  The Maintenance Payments set out in the Summary of Cover shall not include the cost of any 


supplementary services referred to in Clauses 1, 3.2(a), 3.3, 3.4, 4.1 or 4.4. 
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2.4  The Company may increase the amount it charges in respect of the provision of Maintenance 


Services at any time during the course of this Agreement if, in the Company’s reasonable opinion, 
the Equipment is used in or subjected to environmental conditions which are exceptional, adverse or 
unusual, having regard to those recommended by the Company or the manufacturer of the 
Equipment.  Any such increase shall take effect 14 days from the date of written notification of the 
said increase by the Company to the Customer and, where such notice is served during a period in 
respect of which the Customer has already paid the Maintenance Payment (in the amount prior to 
such increase), a separate invoice shall accompany such notification to the Customer in respect of 
such increase which is due for the remainder of that period. Payment of such increase shall be due 
within 30 days of the date of receipt of a valid invoice by the Customer. If the Company has not 
received the relevant amount by the due date, the Company may immediately terminate the 
Maintenance Service by notice in writing. The Maintenance Payment for future periods shall be 
deemed to be increased by the amount of such increase. 
 


2.5  The Maintenance Payments and other charges payable by the Customer in accordance with this 
Agreement are exclusive of applicable Value Added Tax, which shall be payable by the Customer in 
addition thereto at the same time as the corresponding sum. 


 
3. Maintenance Service 
 


Under the terms of this Agreement, the Company shall provide the following services in respect of 
the Equipment on the Equipment Schedule: 


 
3.1  Fault Reporting 
 


In the event of the Customer being unable to remedy any failures or problems, the issue shall be 
escalated to the Company Helpdesk. The Customer should in this case contact the Company 
Service Helpdesk by telephone on 01252 540721 or by email VisavviCARE@visavvi.com. Phone 
calls shall be answered by the Company Service Helpdesk as soon as is practicable.   


 
  The Customer should provide: 


 Contract number  
 A description of the fault symptoms 
 Confirm room location of the fault 
 The make and model number of the equipment concerned (where possible)  
 In the case of a fault submitted for quality issues with video/audio/collaborative equipment must 


be submitted with results of network testing and configuration. 


  
3.1a Telephone Support  
 


In many cases a fault or defect in the Equipment may be rectified by discussion over the telephone 
with one of the Company’s engineers.  In this case the Customer is authorised to carry out the 
trouble-shooting suggestions remotely.  Telephone support with a Company Engineer shall be 
provided within two (2) Normal Working Hours of the fault being reported. 
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3.1b Remote Support 
 


In many cases the fault or defect in the Equipment may be rectified by Remote Support.  This will 
enable the Company to remotely access the Customers system in order to diagnose and resolve 
issues. Remote Support is available via a number of methods, each subject to the Customers IT and 
access policies.   
 
The Company’s “Vantage” service is designed to provide remote monitoring and management 
services in compatible technology installations. The service’s features and security commitments are 
explained in further detail in the “Vantage by Visavvi: Security Whitepaper” Documentation, as may 
be updated by the Company from time to time. 
 
If the Customer subscribes to our “Vantage” service, the Company will remotely monitor the 
performance and availability of their critical AV/IT hardware estate through the interrogation of a 
dedicated gateway supplied by the Company. 
 
The Company can then perform remote investigations, triage and/or updates without effecting the 
operational availability of its hardware and facilities. In the event that faults, or updates cannot be 
made using the Vantage service, the Company will attend the site within the response times detailed 
in this Agreement.  


 
3.1c On-Site Engineer Visits 
 


If the issue cannot be resolved over the telephone, a site visit shall be organised by the Service 
Helpdesk.  When requesting the service calls, the Customer should provide the following 
information:  


 The contact name and telephone number of the person our engineer on-site should report to. 
 Any specific restrictions that may cause delay (i.e. room availability, parking, etc.) 


 
When the request has been registered, service reference number will be issued. This number will 
be quoted in all communications regarding the service visit. 


 
The engineer will attend site within the number of Normal Working Hours as indicated on the 
Summary of Cover, during Normal Working Hours. Please note that it may not always be possible 
to give an exact time, however, the Company will endeavour to be as accurate as possible. Should 
a situation occur where the engineer will be delayed in arriving at site (i.e. traffic congestion) he/she 
will contact the Customer to advise an estimated time of arrival. 


 
During the visit, the engineer will make every effort to minimise any disruption to operational 
routine.  The engineer will work in a safety conscious manner to identify and, where possible, rectify 
the reported fault, or provide a Workaround in the shortest possible time. 
 
The Customer’s nominated representative, will be asked to sign the engineer’s service callout sheet 
to acknowledge that the engineer has been to site and investigated the fault. This sheet will show a 
brief fault analysis, the actions taken and/or further action required, details of any equipment 
removed and/or replaced. 
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3.2 Assessment and Repair Process  
 


Should the fault not be rectified on-site, the Company reserves the right to decide whether the 
Equipment requires removal from the Customer’s premises for further investigation in the Company 
workshop.   


 
The Customer shall not unreasonably refuse consent to such removal. It should be noted that if the 
Customer unreasonably refuses to permit the Company to remove the Equipment, the Company 
shall not have any obligation with respect to that item of Equipment and shall be entitled to 
terminate any further maintenance on that item of Equipment, with no liability to refund any element 
of the Maintenance Payment paid.  The Company will continue, as far as it is able in the light of 
such refusal, to provide maintenance on the remainder of the Equipment, provided that it continues 
to function.  


 
The Company will provide a Workaround solution or Loan Equipment (in accordance with clause 
3.2b) and use reasonable endeavours to ensure that the Customer has a functioning Audio Visual 
system whilst any Equipment is removed for further assessment by the Company.  


 
3.2a Repairs 
 
 If the Company repairs any Equipment in performing the maintenance service, then subject to clause 


4, the cost of all labour and spare parts required to effect that repair will be included within the 
Maintenance Payment, and no further payment in this respect will be due from the Customer, subject 
to clause 4.4..   In the event that the Equipment is deemed by the Company to be beyond 
economical repair, the Company shall not be obliged to repair it, and the Company will quote the 
Customer for its replacement cost, including costs for project management, installation and 
programming if applicable. The Company shall only be obliged to replace it if the Customer agrees to 
such quote, whereupon the Customer shall be liable for such costs.   


 
 In performing the maintenance service, the Company reserves the right to supply new, second-hand 


or reconditioned replacement parts.  Any parts so removed from the Equipment for replacement by 
the Company pursuant to this Agreement shall become the property of the Company, and the 
Customer warrants that either it shall have a free and unencumbered title to such replaced parts or 
(where the equipment is leased or charged) that it shall have obtained all necessary consents and 
authorities to part with possession and give good title to the Company in respect of the replaced 
parts.  Any parts of the Equipment so replaced by the Company pursuant to this Agreement shall 
become the property of the Customer upon payment in full for such parts being received by the 
Customer, or if no payment is due in respect of the same, then upon their incorporation into the 
relevant Equipment. Risk in such parts shall pass to the Customer upon their incorporation into the 
relevant Equipment.  


 
 The Company reserves the right to carry out workshop repairs to equipment: 


 that is more than three years old at the Commencement Date; or 
 in respect of any equipment which is not listed on the Equipment Schedule and to charge for 


such repairs in accordance with Clause 4.3.   
  
 If the Customer refuses consent to such repairs, the Company shall not have any obligation with 


respect to that item of Equipment and, as far as it is able in the light of such refusal, shall continue to 
provide maintenance on the remainder of the equipment but with no liability to refund any element of 
the Maintenance Payment already paid.   
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3.2b  Loan Equipment  
  


Where possible, the Company may be able to provide loan equipment (exclusions apply, see clause 
4.4k, 4.4l and 4.4m).  The loan equipment will be fit for purpose. The loan equipment may not be a 
direct replacement but will provide a working solution.  
  
All loan equipment will be supplied free of charge and shall be utilised by the Customer for the 
duration of the Equipment assessment, repair, return and re-installation of the Customer’s 
Equipment. Title in the loan equipment shall at all times remain with the Company. 
 
The loan equipment shall be organised and provided for by the Service Division of the Company.  
 
Risk in the loan equipment shall pass to the Customer upon its arrival at the Customer’s site. The 
Customer shall indemnify the Company in respect of any damage to, theft or loss to the loan 
equipment and shall ensure that the loan equipment is insured for its full value against all risks and 
shall hold the proceeds of insurance on trust for the Company.  


 
 Loan equipment shall be returned to the Company:  


 Upon re-installation of the Customer’s repaired equipment; or 
 within 30 days of receipt of a quote for replacement items, which will be provided in the event 


that the equipment cannot be repaired in accordance with clause 3.2a. 
 
3.3 Firmware Upgrades, Downgrades or Patches 
 
 In the event of a confirmed fault or security vulnerability with new equipment reported by the 


Customer within 30 calendar days following initial installation which requires a firmware upgrade, 
downgrade, or patch to remedy the confirmed fault, the Company will install any firmware made 
available by the original equipment manufacturer. The requirement for firmware upgrade, downgrade 
or patch will be solely at the Company’s discretion.  


 
 In the instance of a confirmed fault or security vulnerability with equipment which is not new, or with 


equipment which is new but which is not reported by the Customer within 30 calendar days of initial 
installation, and in either case where the Company agrees that a firmware upgrade, downgrade, or 
patch to enable remedy of the confirmed fault is necessary, the Company will, subject to:  


I. the original equipment manufacturer making this firmware available;  


II. the relevant device allowing remote updates to be deployed; and  


III. the Customer providing such access as may be necessary (for example, opening the correct 
ports),  


 
install the firmware to a maximum of five audio visual room installations at no charge to the 
Customer unless the Customer has subscribed for the Company’s “Vantage” service, in which case 
the Company shall install the firmware in an unlimited number of audio visual room installations at no 
charge to the Customer. Further rooms will, at the Company’s sole discretion, incur a nominal 
charge to install the firmware, in accordance with clause 4.3, and the Company shall not be obliged 
to carry out such installation unless the Customer agrees to such charges, or such other charges as 
are agreed between the parties. Where a network deployable firmware management system is 
operational and available, upgrades, downgrades or patches required to remedy a confirmed fault of 
software vulnerability will be deployed at the Company’s sole discretion using this facility. 
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If the Customer has subscribed for the Company’s “Vantage” service, the Company supplied 
Vantage gateway will be monitored and updated automatically. This includes (but is not limited to) 
application updates and OS upgrades in addition to venerability and security patches. The Company 
will procure that these updates are applied during a designated maintenance window specified by 
the Company to reduce any potential impact to the Customer. 


 
3.4 Preventative Maintenance Visits  
 


In an effort to maintain continued reliability of the Equipment, the Company shall carry out such 
preventative maintenance visit(s) (if any) as indicated in the Summary of Cover at such time during 
Normal Working Hours and on such dates as the parties shall agree from time to time.  The 
Company’s charges for any such visits shall be included in the Maintenance Payment. Any additional 
preventative maintenance visits requested by the Customer and agreed to be provided by the 
Company shall be charged for in accordance with clause 4.3 (or as otherwise agreed between the 
parties). 


 
During such visits the Company shall carry out routine inspection and testing of each item on the 
Equipment Schedule in accordance with the Company’s recommendation thereof and shall carry out 
such repairs, replacement of parts, cleaning, lubrication or adjustment of each item of Equipment as 
the Company shall believe to be necessary.  To ensure that all the rooms are given the same level of 
treatment, a schedule will be implemented in conjunction with the Customer. The schedule will state 
specific times when each room will be worked on to ensure maximum efficiency. This system will 
ensure that any issues will be spread over time and not affect all the rooms at the same time. 


 
Preventative maintenance shall include but not be limited to the following tasks: 


 Test all system functions 
 Check room display including connectivity 
 Check projector focus and alignment (if applicable) 
 Check video conference unit including test call (if applicable) 
 Perform visual inspection of equipment rack for loose connections and equipment damage 
 Rectify any faults found if within scope of Preventative Maintenance visit 
 Produce a log of activity and record any faults found 
 Escalate any faults found not within scope of visit 
 Perform firmware and software updates (if applicable and subject to clause 3.3) 
 


Upon completion of a visit, the maintenance log will be completed, and a copy will be issued to the 
Customer.  


 
The Company will contact the Customer to arrange a mutually convenient date and time in order to 
carry out these visits and the Customer shall ensure that the rooms are available for the visit.  In the 
event that the Company is unable to schedule preventative maintenance dates due to a lack of 
response or availability on the Customer’s part then the Company shall be relieved of its obligation to 
provide the preventative maintenance for the relevant period, and the Customer shall not be entitled 
to any refund of the Maintenance Payment, or to require that such preventative maintenance visits 
be carried forward to the following period. 
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4. Excepted Services 
 
4.1  The Company’s obligations under this Agreement shall not include: - 
 


4.1.1  any services in respect of accessories, attachments, or other devices not supplied by the 
Company nor listed in the Equipment Schedule;  


 
4.1.2 the correction of any fault or defect due to: -   


 
a. the Customer’s failure to maintain a suitable environment for the equipment in 


accordance with the Company’s specifications therefore including, without limitation, 
failure to maintain a constant power supply, air conditioning or humidity control; 


b. the Customer’s neglect or misuse of the equipment or its failure to operate the 
equipment in accordance with the instructions of the Company or the manufacturer, 
or for the purpose for which it was designed; 


c. any alteration, modification or maintenance of the equipment by any party other than 
the Company without the Company’s prior written consent [or in accordance with 
remote assistance from the Company]; 


d. the transportation or relocation of the equipment save where the same has been 
performed by or under the direction of the Company; 


e. the use of defective or inappropriate supplies with the equipment; 
f. any accident or disaster affecting the equipment including, without limitation fire, 


flood, water, wind, lightening, transportation, radiation in the environment, vandalism 
or burglary; 


g. accidental damage or normal wear and tear; 
h. the Customer’s failure, inability or refusal to afford the Company’s personnel proper 


access to the equipment; or 
i. continued use by the Customer of the relevant equipment following notification to the 


Company of a fault or defect; 
j. changes in the physical or virtual network architecture or its consequences (which, 


the Customer acknowledges, may prevent the Company’s “Vantage” service from 
remaining operational and being able to perform as required). 


 
 4.1.3 work which in the opinion of the Company is impractical to perform due to alteration in the 


location of the equipment or connection to any non-approved device; 
 
 4.1.4  the relocation or transportation of the equipment; 


 
 4.1.5 electrical work external to the equipment;  
 
  4.1.6 any service in respect of software owned by a third party and licensed to the Customer; 


  
 4.1.7 upgrades to the Software or any software owned by a third party and licensed to the 


Customer; and 
 
 4.1.8  specification changes other than those approved by the equipment manufacturer. 
 
4.2  The Company shall upon request by the Customer, and provided the Company is satisfied in its 


opinion that it is competent to provide such services, provide services of the types referred to in 
Clause 4.1, and shall be entitled to charge for the same by levying additional charges in the manner 
described in Clause 4.3 (or as otherwise agreed between the parties). 







 


// 17 


 
4.1 Where the Company provides services which it is entitled to charge in addition for, as referred to in 


Clauses 1, 3.2(a), 3.3, 3.4, 4.1 or 4.4, its charges shall be based on the Company’s labour charges 
as listed in the table below unless otherwise agreed between the parties: 


 


 Labour Charge exclusive of 
VAT 


Work completed during Normal Working Hours £125 per hour 


Work completed before 9am or after 5.30pm £175 per hour 


Work completed at the weekend £175 per hour 


Work completed on a Public Holiday £175 per hour 


Workshop repairs £125 per hour 


Full day of Support on a Normal Working Day £795 per day 


Half day of Support on a Normal Working Day £495 per day 


Full or Half Days of Support on Weekends or Holidays Available upon request 


 
  
 This table represents labour charges only.  Provision of services outside of Normal Working Hours 


are always subject to availability and the Customer should provide the Company with reasonable 
notice of such requests. The Company shall endeavour to meet these requests however there is no 
guarantee that such requests will be met.  The Company reserves the right to charge for any 
additional expenses reasonably incurred by the Company in respect thereof.  Such additional 
charges and expenses shall be invoiced upon completion of the services and shall be payable by the 
Customer within 30 days of the date of the Company’s invoice in respect thereof.  The Company 
reserves the right to review the Labour Charges annually and subject to providing reasonable notice 
to the Customer, increase the rates in the above table.  


 
4.4  Exclusions 


  
 The following are not included within the Maintenance Payment, and accordingly, if provided, shall 
be chargeable by the Company to the Customer in accordance with clause 4.3 (or as otherwise 
agreed between the parties): - 


 
a. Equipment which is in the reasonable opinion of the Company (whose decision on such 


matters shall be final) beyond economical repair or End of Service Life. 
b. Provision of new Equipment. 
c. Software provided by third parties, unless a fully operational copy is made available to the 


Company with the consent of the copyright owner of the software or its licensee where such 
licensee is authorised to make such copy available, in which events the Customer shall 
respectively warrant that such consent has been obtained or such authority has been given. 


d. Spare parts over the value specified in the Summary of Cover (if any)  
e. Cathode ray tubes, LCD panels, DLP/DMD chip, Plasma Display Glass (this includes without 


limitation optical assembly, optical engine, optical block/prism assembly as all contain LCD 
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panels) 
f. Lamps (it is the Customer’s obligation to hold a spare lamp on-site)  
g. Screen Material  
h. Software (Programming) changes to the system. 
i. Any labour incurred for upgrades or replacement equipment. 
j. External Power supplies and Batteries. 
k. The Company will not be able to provide Loan Equipment for LCD’s LED & Plasmas over 60”, 


Cameras, Mixing Desks, Turntables, Camera Control Units, Microphones and equipment 
over 5 years old.     


l. Loan Equipment will not be provided if a lamp is required and the Customer does not hold a 
spare lamp on-site.   


m. Loan Equipment will not be available if the faulty equipment is covered by an on-site swap-
out warranty by the manufacturer.  In this case the Company Engineers will facilitate the 
replacement by the manufacturer as part of the maintenance services under this Agreement.  


n. Domestic Screens used in a Commercial setting.  Note that usage of a Domestic screen will 
invalidate the manufacturer warranty. 


o. Domestic Items in a connected system, including but not limited to iPads  
p. Customer supplied structured cabling.   
q. Customer supplied networking equipment and peripherals.  
r. The Company does not operate an automatic update policy, updates may be applied as part 


of a break/fix process only. 
s. Physical damage caused by the Customer. 
t. Cloud Video Platform environment managed by the Customer. 
u. A fault submitted for quality issues with Video / Audio / Collaborative Equipment that has not 


been submitted with results of network testing and configuration in accordance with clause 
3.1. 


v. Surface Hubs must be reported to Microsoft for support and the Company cannot assist with 
that process.  Labour is covered under this agreement.  


w. Applicable to Video Conferencing and VC Infrastructure Equipment: Excludes installation of 
software upgrade/updates. It is recommended that software upgrades are carried out by 
certified videoconferencing engineers to maintain the integrity of systems. The Company is 
happy to provide quotations to undertake this work. 


 
4.4.1  Exclusions: Configuration  


  
The equipment configuration settings are key to the operability of the whole Videoconferencing 
environment. The Company advise the Customer not to change any of the configuration settings 
following the installation.  
 
The Customer acknowledges that if it makes a configuration change, the services provided under 
this Agreement will be in respect of the last configuration backup taken by the Company’s Engineers, 
and therefore any changes made by the Customer will not be reintroduced. If the Customer requires 
a configuration change, the Company recommends that this is undertaken by Company certified 
engineers and a quote can be provided upon request. 
 
If the Customer makes any configuration change it is responsible for ensuring the continued 
operational stability of the system. It is recommended that the Customer takes backups after each 
configuration change. In the event of problems or failures the Company will introduce the last 
configuration & backup undertaken by the engineers of the Company, and any subsequent changes 
made by the Customer are the responsibility of the Customer to re-introduce. 
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In some cases, the Customer may carry out an automatic or manual software/firmware update, 
which occurs outside of the Company’s control.  If this causes an issue with the Equipment or 
interoperability (“Interop”) with other Equipment the Company shall not be liable for any disruption to 
the system. The Customer is advised that the best course of action is to roll back to the previous 
version where possible/applicable and to seek advice from the manufacturer(s). 


 
Some devices and services rely upon the Customer’s network to operate (including but not limited to 
video conferencing, remote monitoring and room booking panels). It is the Customer’s responsibility 
to maintain the network and the devices’ connectivity, before raising a fault with the Company this 
connectivity must be verified. 
 
Should devices need to be returned or replaced following a hardware failure, they will be provided 
with default settings. It remains the Customer’s responsibility to retain their configuration and to 
integrate these devices back onto their network. 
 
Where Windows-based devices are connected to a Customer’s network they remain the 
responsibility of the Customer to maintain the operating system in line with the Customer’s IT and 
Security Policies. The hardware and default application remain the responsibility of the Company to 
maintain. 
 
Where the Customer is using the Company’s “Vantage” remote monitoring service, it is the 
responsibility of the Customer to ensure that all of the required approved ports remain open and 
destination addresses remain able to communicate with the Company’s installed gateway. The 
Company shall not be liable for any failure of the operation of the “Vantage” remote monitoring 
system which is caused by any failure or delay of the Customer in doing this. 
 
All of the required ports, protocols and destination information can be obtained by contacting the 
service team. 


 
5. Customer’s Obligations 


 
5.1  The Customer undertakes to the Company throughout the continuance of this Agreement:  


 
5.1.1 to grant to the Company such access to the equipment as the Company shall reasonably 


require from time to time in order to discharge its obligations under this Agreement; 
 


5.1.2   to make available adjacent to the equipment such facilities as the Company shall reasonably 
require in order to discharge its obligations under this Agreement including, without limitation, 
adequate workspace, storage, office furniture and equipment; 


 
5.1.3   to take all necessary precautions to protect the health and safety of the Company’s 


employees, agents and sub-contractors whilst on the Customer’s premises;  
 
5.1.4  to make available the equipment and supply all documentation, operating records and any 


other information necessary for the Company to diagnose any fault in the equipment; 
 
5.1.5 to keep and operate the equipment in a proper and prudent manner and ensure that only 


competent trained persons are allowed to operate it; and 
 
5.1.6 not to make any addition, modification or adjustment to the equipment without the Company’s 


prior written consent. 
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5.1.7 obtain and maintain all licences, consents, and permissions necessary for the Company, its 


contractors and agents to perform their obligations under this Agreement, including without 
limitation the services which the Company is to perform under this Agreement; 


 
5.1.8 ensure that its network, systems and (where applicable) hosting providers comply with the 


relevant specifications or standards provided by the Company from time to time; 
 
5.1.9 be solely responsible for procuring and maintaining its network connections and 


telecommunications links from its systems to the Company’s data centres, and all problems, 
conditions, delays, delivery failures and all other loss or damage arising from or relating to the 
Customer’s network connections or telecommunications links or caused by the internet; and 


 
5.1.10  comply with all applicable laws and regulations with respect to its activities under this 


Agreement. 
 


The Customer acknowledges that the Company’s ability to provide the agreed service levels 
depends on the Customer satisfactorily complying with the obligations stated in this Agreement and 
that should the Customer delay or fail to perform any such obligations then the Company will not be 
liable in any way for any delay, loss or damage, cost increase or other consequences arising from 
such failure 
 
Should the Customer fail to make the rooms and equipment available upon booking either a 
Preventative Maintenance Visit or an On-Site Engineer appointment, the Company reserves the right 
to charge the Customer for a “Failed Visit Fee” of £200 plus VAT.   


 
5.2 The Customer shall not access, store, distribute or transmit any viruses, trojans, worms, logic bombs 


or other material that is malicious or technologically harmful, or breach the terms of the Company’s 
Acceptable Use Policy. 


5.3 The Customer shall not (except as may be allowed by any applicable law which is incapable of 
exclusion by agreement between the parties and except to the extent expressly permitted under the 
Agreement): 


(a) attempt to copy, modify, duplicate, create derivative works from, frame, mirror, republish, 
download, display, transmit, or distribute all or any portion of the software licensed by the Company 
or any third party to the Customer and/or any documentation relating to such software (as applicable) 
in any form or media or by any means; or 


(b) attempt to reverse compile, disassemble, reverse engineer or otherwise reduce to human-
perceivable form all or any part of the software licensed by the Company or any third party to the 
Customer; or 


(c) access all or any part of the services provided by the Company and/or any documentation 
relating to such services in order to build a product or service which competes with the services 
provided by the Company; or 


(d) use the services provided by the Company and/or the documentation relating to such services in 
order to provide services to third parties, unless agreed in writing beforehand; or 
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(e) sell, rent, lease, transfer, assign, distribute, display, disclose, or otherwise commercially exploit, 
or otherwise make the services provided by the Company and/or the documentation relating to such 
services available to any third party except the Authorised Users; or 


(f) attempt to obtain, or assist third parties in obtaining, access to the services provided by the 
Company and/or any documentation relating to such services, other than as provided under this 
clause 5. 


 
5.4 The Customer warrants to the Company that all information it provides in connection with the 


creation of an account with the Company or otherwise,  is accurate, complete, and current at all 
times. A breach of this warranty constitutes a breach of this Agreement,  entitling the Company (if 
unremedied) to immediately terminate this Agreement pursuant to clause 7.1.5. The Customer is 
responsible for safeguarding the password that it uses to access the services provided by the 
Company, and for any activities or actions carried out using its  password, whether that password is 
used in conjunction with the services provided by the Company or a third-party service. The 
Customer shall not disclose its password to any third party. The Customer must notify the Company 
immediately upon becoming aware of any breach of security or unauthorised use of its account. 


 
5.5 The Customer shall defend, indemnify and hold harmless the Company and its licensees and 


licensors, and their employees, contractors, agents, officers and directors, from and against any and 
all claims, damages, obligations, losses, liabilities, costs or debt, and expenses (including but not 
limited to legal fees and expenses), resulting from or arising out of: a) the Customer’s use and 
access of the services provided by the Company, whether such use is made directly by any 
representatives of the Customer, or by any person using the Customer’s account and password; or 
b) a breach of these Terms by the Customer. 
 


6. Company’s Warranty and Liability 
 
6.1 The Company shall use reasonable care and skill in performing its obligations under this Agreement. 


The parts supplied to the Customer by the Company under this Agreement shall conform to any 
agreed specification, shall be of satisfactory quality (within the meaning of the Sale of Goods Act 
1979, as amended) and fit for any purpose held out by the Company. The terms implied by sections 
13 to 15 of the Sale of Goods Act 1979 are, to the fullest extent permitted by law, excluded from this 
Agreement. 


 
6.2  In the event of loss or damage to the equipment or to any part caused by a negligent act, default or 


omission of the Company or its employees, agents or sub-contractors, the Company shall at its own 
expense and at its absolute discretion either restore the said equipment or part to the condition it 
was in immediately before such damage or replace it with equipment or part (as the case may be) in 
a condition similar to that which the lost or damaged equipment or part was in immediately before 
such loss or damage. Once the Company has complied with this clause 6.2, it shall have no further 
liability to the Customer for such loss or damage. The terms of this Agreement shall apply to any 
repaired or replacement parts supplied by the Company. 
 


6.3  The Company accepts liability for loss of, or physical damage to, the premises or to any property 
lawfully on the premises, where any equipment is located if such damage is caused by the 
negligence of the Company, its employees, agents or sub-contractors, provided however that the 
total liability arising pursuant to this sub-clause shall be limited to £5,000,000 per event or in 
aggregate whether the same shall arise out of any single act or omission or a series thereof. 
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6.4  Without prejudice to the provisions of sub-clause 6.2 and 6.3 above, the Company’s maximum total 
liability arising under or in connection with this Agreement, whether arising in contract, tort (including 
but not limited to negligence) or restitution, or for breach of statutory duty or misrepresentation or 
otherwise, shall be limited to the amount equal to the Maintenance Payments made by the Customer 
in the immediately preceding 12-month period. 
 


6.5  Nothing in this Agreement shall limit or exclude the liability of either party for: (a) death or personal 
injury resulting from negligence; (b) fraud or fraudulent misrepresentation; (c) breach of the terms 
implied by section 12 of the Sale of Goods Act 1979; or (d) any other liability which it is not lawful to 
exclude or limit liability in relation thereto.   
 


6.6  Subject to clause 6.5, the Company shall not be liable to the Customer or to any person for any loss 
or damage whatsoever caused (including any liability for acts and omissions of its employees, 
agents or sub-contractors), except as provided in Clauses 6.1, 6.2 and 6.3 above and those 
provisions set out the Company’s entire liability to the Customer in respect of any breach of its 
contractual obligations or any representation, statement, act or omission (including negligence) 
arising under or in connection with this Agreement. 
 


6.7  The Company shall not be liable to the Customer in any circumstances, whether for contract, tort 
(including negligence) or restitution, or for breach of statutory duty or misrepresentation, or 
otherwise, for any: (a) direct loss of profits; (b) indirect loss of profits; (c) loss of goodwill; (d) loss of 
business; (e) wasted time or expenditure; or (f) any type of special, indirect or consequential loss 
(including loss or damage suffered by the Customer as a result of action brought by a third party) 
even if such loss were reasonably foreseeable or the Company had been advised of the possibility of 
the Customer incurring the same.  
 


6.8  Force Majeure: Notwithstanding the foregoing provisions of this Clause 6 neither the Company nor 
the Customer shall be responsible or liable for any losses arising from failure to perform or observe 
or delay in performing or observing any obligation hereunder, where such failure or delay arises from 
any cause beyond the reasonable control of the Company or the Customer as the case may be, 
including without limitation Act of God, war, riot, civil commotion, malicious damage, compliance with 
any law or governmental order, rule, regulation or direction, accident, fire, flood, or storm, default of  
suppliers or sub-contractors, any strike, lockout or any industrial action PROVIDED THAT nothing in 
this Clause shall affect the Customer’s obligation to pay for all previously performed services 
provided by the Company whether as part of the maintenance service or otherwise. 
 


7. Termination 
 
7.1 This Agreement will automatically terminate at the end of the Contract Period, if not already 


terminated in accordance with the following:  
 


 7.1.1 by the Customer upon giving not less than 60 days’ notice to the Company, provided that any 
such notice shall not take effect to the extent that the Equipment Schedule includes Video 
Conferencing and Infrastructure equipment, and (if applicable) this Agreement shall continue 
in respect of such equipment until the end of its term as identified in clause 1, notwithstanding 
such notice;    
 


 7.1.2 forthwith by the Company upon giving notice to the Customer if the Customer fails to pay 
undisputed Maintenance Payments or any additional charges or expenses due hereunder 
within 30 days of the due date thereof; 
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 7.1.3 forthwith by the Company upon giving notice to the Customer in relation to any Equipment in 
respect of which the Customer withholds consent pursuant to clause 3.2, or which in the 
Company’s reasonable opinion can no longer be maintained in good working order by the 
provision of replacement or spare parts or is not capable of repair; 


 
 7.1.4 in relation to any software in respect of which the Customer’s licence to use the same 


terminates, immediately upon such termination; 
 


 7.1.5 forthwith by either party upon giving notice to the other if the other commits any material 
breach of any term of this Agreement (other than one falling within 7.1.2 above) and which (in 
the case of a breach capable of being remedied) shall not have been remedied within 30 days 
of a written request by the other party to remedy the same; or 
 


 7.1.6 forthwith by either party upon giving notice to the other if the other has a bankruptcy order 
made against it or makes an arrangement or composition with its creditors or (being a body 
corporate) convenes a meeting of creditors (except a solvent voluntary liquidation for the 
purpose only of reconstruction or amalgamation), or has a receiver and/or manager, 
administrator or administrative receiver appointed of its undertaking or any part thereof, or a 
resolution is passed or a petition presented for the winding up of it or for the granting of an 
administration order in respect of it, or any proceedings are commenced relating to its 
insolvency.  


 
7.2 If the Company terminates this Agreement in accordance with any of clauses 7.1.2 to 7.1.6 it shall be 


entitled to retain the whole of any Maintenance Payments made by the Customer prior to such 
termination and the Customer shall pay to the Company all costs and expenses, including legal and 
other fees incurred and all arrears of payments due under this Agreement in addition to any rights 
and remedies the Company may have under this Agreement or in accordance with the applicable 
law. 


 
7.3 If the Customer terminates this Agreement in accordance with clause 7.1.1, any monies that have 


been paid to the Company which constitute payment in respect of the provision of unused Services 
shall be refunded.  Refunds are calculated per the below: 


 
 


Termination: Refund Schedule 


Within 14 days of the 
Commencement Date, where no 
services have been rendered under 
the terms of this Agreement 


Refund of the Charges outlined in 
Clause 2.1  
Less:  
 the amount of any Video Conferencing and 


Infrastructure Charges paid by the Company to the 
relevant manufacturer, which the Company cannot 
recover from the manufacturers; 


 the amount of the Charges which pertains to the 
provision of the Company’s “Vantage” service (if 
applicable); and  


 an Administration Fee of £350 
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During the Contract Period, where 
a Service has been provided (after 
14 days of the Commencement 
Date) and up to 60 days prior to the 
end of the Contract Period 
 


Pro-Rata refund of the charges outlined in Clause 2.1 which 
shall be calculated as: 
 the value of Maintenance Payment attributable to 


any unspent whole months of maintenance services;  
Less: 
 without double counting, the value of any Service 


provided (Preventative Maintenance Visits, Callouts 
and Repairs), as calculated by the Company acting 
reasonably;  


 the amount of any Video Conferencing and 
Infrastructure Charges paid by the Company to the 
relevant manufacturer which the Company cannot 
recover from the manufacturers; 


 the amount of the Charges which pertains to the 
provision of the Company’s “Vantage” service (if 
applicable); and 


 an Administration Fee of £350 
 


Within the final 60 days of the 
Agreement term.  


No Refund is applicable 


 
8. General 


 
8.1  The Agreement contains the entire Agreement between the Company and the Customer with 


respect to the maintenance of the equipment and supersedes all oral and written communications 
and any prior agreement with respect thereto (including any applicable sections of the Company’s 
terms and conditions pursuant to which the Customer purchased the Equipment) save where 
otherwise stated herein this Agreement and may not be altered, modified, terminated or discharged 
except by written amendment signed by both parties. 
 


8.2  The Customer acknowledges that, in entering into this Agreement, it does not do so on the basis of 
or rely on any representation, warranty or other provision except as expressly provided in this 
Agreement. 


 
8.3  The Customer warrants that it is entitled or empowered to authorise the Company to perform 


maintenance service in respect of the equipment and undertakes to indemnify and hold the 
Company harmless against any loss, damage or expense the Company may suffer as a result of a 
breach by the Customer of this Clause. 


 
8.4 Each of The Company and the Customer shall be entitled to assign any of its rights or obligations 


under this Agreement to any holding, associated or subsidiary company but shall not otherwise 
assign or otherwise transfer any right or obligation under this Agreement without the prior written 
consent of the Customer, not to be unreasonably delayed or withheld. 
 


8.5  The Company may sub-contract any of its obligations under this Agreement, subject to its obtaining 
the prior consent of the Customer (not to be unreasonably withheld or delayed).  In the event that the 
Company sub-contracts any of its obligations under this Agreement it shall nevertheless remain fully 
liable to the Customer for the performance of such obligations and the Company will be responsible 
for any acts, or failures to act, of its subcontractors as if they were the Company's acts or failures to 
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act. 
 
8.6 Each party hereto warrants to the other that it has effective Employer’s and Public Liability Insurance 


Policies to cover liabilities of the type that may arise under or in connection with the Agreement and 
each party undertakes to maintain the aforesaid policies during the continuance of this Agreement 
and the authorised representatives of each party shall be entitled to inspect the aforesaid policy 
(insofar as relevant to the obligations of the relevant party pursuant to this Agreement) on seven 
days’ written notice given to the other party. 


 
8.7  Any notice or other document to be given under this Agreement shall be in writing and shall be 


delivered by hand or sent by first class prepaid post or by e-mail to the address of the other party set 
out in this Agreement or such other address as a party may from time to time designate by written 
notice to the other.  Any such notice or other document shall be deemed to have been received on 
the date of delivery. This clause does not apply to the service of any proceedings or other 
documents in any legal action or, where applicable, any arbitration or other method of dispute 
resolution. 
 


8.8 A person who is not a party to this Agreement has no right under the Contracts (Rights of Third 
Parties) Act 1999 (the “Act”) to enforce any term of this Agreement but this does not affect any right 
or remedy of a third party which exists or is available apart from the Act. 


 
8.9 In the event of any of the terms, conditions or provisions of this Agreement shall be determined by 


any competent authority to be invalid, unlawful or unenforceable to any extent, such term, condition 
or provision shall to that extent be severed from the body of this Agreement and the remainder 
thereof shall continue to be valid and enforceable to the fullest extent permitted by law. 
 


8.10 Failure or neglect by the Company to enforce at any time any of the provisions hereof shall not be 
construed nor shall be deemed to be a waiver of the Company’s rights hereunder nor in any way 
affect the validity of the whole or any part of this Agreement, nor prejudice the Company’s rights to 
take subsequent action. 
 


8.11  Each party waives any and all existing and future claims and set-offs against any payments due 
hereunder and agrees to pay the payments due hereunder regardless of any set-off or counterclaim 
such party may have against the other party. 


 
8.12 A reference to a clause or schedule is a reference to such a clause or schedule of this Agreement. 


Clause and Schedule headings shall not affect the interpretation of this Agreement.  
 
8.13 Unless the context otherwise requires, words in the singular shall include the plural and vice versa, a 


reference to one gender shall include a reference to the other genders, and a reference to any party 
shall include that party’s personal representatives, successors and permitted assigns. 


 
8.14 A reference to a statute or statutory provision is a reference to it as amended, extended or re-


enacted from time to time, and shall include all subordinate legislation made from time to time under 
that statute or statutory provision. 


 
8.15 Any words following the terms including, include, in particular, for example or any similar 


expression shall be construed as illustrative and shall not limit the sense of the words, description, 
definition, phrase or term preceding those terms. 
 


8.16 This Agreement and any dispute or claim (including non-contractual disputes or claims) arising out of 
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or in connection with it or its subject matter or formation shall be construed in accordance with and 
governed by the law of England, and the parties hereby submit to the exclusive jurisdiction of the 
courts of England and Wales to settle any such dispute or claim. 


 
8.17 In performing its obligations under the agreement, the Company shall and shall procure that 


employees, officers, representatives and sub-contractors comply with all applicable laws, statutes 
and regulations from time to time in force and applicable to it.  


 
9. Data Protection 
 
9.1 The parties acknowledge and agree that they may each process personal data belonging to the 


other and its respective employees, in connection with the performance of this Agreement. This data 
may be used by each party to manage the relationship it has with the other, and by the Company to 
provide the services. The use of personal data for these purposes is necessary for the performance 
of the Agreement, and for the parties’ legitimate interests in managing the Agreement. 


 
9.2 To the extent that one party processes any personal data (as defined in the Data Protection Laws) of 


the other party under or in connection with this Agreement then the party so processing such 
personal data shall: 
a. put in place appropriate organisational and technical security measures to protect against 


accidental loss of or damage to personal data;  
b. only use the personal data of the other party in accordance with the instructions of that party, 


unless required by law to act otherwise in accordance with such instructions, in which case the 
party so processing shall promptly notify the other party of this before acting in such way, unless 
that law prohibits that party from so notifying the other party. Each party shall immediately inform 
the other party if, in its opinion, an instruction infringes Data Protection Laws; 


c. take reasonable steps to protect the confidentiality of the personal data, including ensuring that 
all personnel are obliged to keep it confidential; 


d. assist the other party, by taking appropriate technical and organisational measures insofar as is 
possible, in fulfilment of its obligations to respond to requests for exercise of Data Subjects’ (as 
defined in the Data Protection Laws) rights under Data Protection Laws;  


e. not transfer any personal data outside the European Economic Area; 
f. at the written request of the other party, delete or return the personal data and copies thereof to 


the other party on termination of this Agreement, unless required by Data Protection Laws to 
store the personal data;  


g. assist the other party, at its own cost, in responding to any requests from a Data Subject and in 
ensuring compliance with its obligations under Data Protection Laws with respect to security, 
breach notifications, impact assessments and consultations with supervisory authorities or 
regulators; and 


h. make available to the other party, all information necessary to demonstrate compliance with this 
clause 9 and shall submit to audits and inspections conducted by the other party or its 
representatives. 


 
9.3 To the extent that one party processes any personal data of the other party under or in connection 


with this Agreement then the party so processing such personal data may disclose the personal data 
to third parties: (a) where required to do so by law; (b) to exercise its legal rights and defend itself 
against legal claims; (c) to assist with the investigation of illegal activity; (d) where it has been given 
explicit consent to do so; and/or (e) where it is otherwise permitted to do so by law. 
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10. Escalation Process 
 


Should the Customer be dissatisfied with any aspect of the service provided during any stage of the 
service process the matter should be brought to the attention of either Debi Myland-Smith 
(administrative, commercial or SLA) or Sean Kennedy (technical).   Contact details are as follows: 


 
 


Escalation Type: Administrative, Commercial, SLA 
 
Debi Myland-Smith 
 
Debi.Myland-Smith@visavvi.com 
 
07764 822360 
 
 
 
Escalation Type: Technical 
 
Sean Kennedy 
 
Sean.Kennedy@visavvi.com 
 
07836 607135 
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Please complete the following: - 


 


Room bookings  


Contact name:  


Telephone Number/Ext.:  


Email:  


 


Renewal Quotations  


Contact name:  


Telephone Number/Ext.:  


Email:  


 


ACCEPTED FOR AND ON BEHALF OF THE CUSTOMER.   


BY SIGNING AND ACCEPTING THE AGREEMENT, I CONFIRM THAT I HAVE CHECKED THE 
EQUIPMENT SCHEDULE ATTACHED AND THIS IS ACCURATE. 


 


Signature : ……………………………………  Position:……………………………… 


 


Name (Print) : …………………………………  Date:…………………………………… 


 


ACCEPTED FOR AND ON BEHALF OF THE COMPANY    


 


Signature : ……………………………………  Position:……………………………… 


 


Name (Print) : …………………………………  Date:…………………………………… 
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SCHEDULE A: EQUIPMENT SCHEDULE: 
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SCHEDULE B: DEFINITIONS 


 


AV Audio Visual, all things relating to the equipment and services required to 
provide the ability to see and hear material and content. 


VC Video Conferencing 


Equipment Schedule The list of Audio Visual and Video Conferencing Equipment covered by this 
Agreement as of the Commencement Date 


Maintenance Payment the fee payable by the Customer to the Company in consideration for the 
services which the Company is obliged to provide to the Customer under this 
Agreement  


Normal Working Hours 9.00am to 5.30pm Monday to Friday inclusive (excluding UK bank and public 
holidays).   


Normal Working Day Monday to Friday inclusive (excluding UK bank and public holidays) 


Collaboration sharing of audio, video and content in a real time environment across multiple 
remote parties. 


Break Fix the failure of an existing, working system which is resolved by hardware 
repair/replacement or software/firmware update 


Interoperability / Interop 


 


any additional equipment or software/firmware applied beyond the 
commissioned system which causes issues in operation may be deemed as a 
variation and not covered. 


Data Protection Laws means General Data Protection Regulation ((EU) 2016/679) ("GDPR") as 
amended or updated from time to time and the Data Protection Act 2018 and 
any successor legislation to the GDPR or the Data Protection Act 2018, and 
any other data protection legislation applicable to the Agreement from time to 
time. 


Loan equipment temporary replacement equipment supplied by the Company in accordance 
with clause 3.2b to sustain operation of a system whilst a permanent solution 
is found. May not be controlled autonomously by the system as it may not be a 
direct like for like. 


Workaround temporary solution to enable (sometimes limited) functionality and maintain 
room availability whilst a permanent solution is found. 


Variation a change to the physical connection, system hardware, software configuration, 
software/firmware level, network or security settings after commissioning 
which is not applied or approved by the Company which causes issues in 
operation may not be covered. 
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Update a minor software/firmware release which corrects known issues with operation 
or interoperability and constitutes a Break Fix. 


/Upgrade a major software/firmware release which provides enhanced functionality. 
These are not automatically covered and application may be charged. 
Upgrades may be made available upon request. 


Software a software application (excluding firmware), which may be updated by the 
Customer. 


Firmware software which is embedded in and designed to control hardware. An 
application to be updated by Company engineers only. 


Security patch issued as the whole or part of a firmware release by a manufacturer to protect 
from vulnerabilities. 


Corporate network the Customer’s network. Managed entirely by the Customer. 


Beyond Economical 
Repair (BER) 


If the spares required are more that 60% of the retail value to replace the item 
then the unit will be deemed BER. 


End of Service Life 
(EoSL) 


a device is no longer supported by the manufacturer for hardware spares or 
firmware updates. 


Remote access  the ability for the Company to remotely administer, monitor and upgrade 
equipment wherever possible. Remote access to a corporate network will be at 
the discretion of the Customer. 


  







 


 


 






