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HARDWARE MAINTENANCE AGREEMENT 

NEECO s.r.o.,
With its registered seat at Praha 3 - Žižkov, Rečkova 1652/4, PSČ 13000, Czech Republic
Identification Number: 28902980
Registered in the Commercial Register maintained by the Municipal Court of Prague, section C, Folio 152142
Represented by Mr. David Pátek, CEO 
(hereinafter referred to as the „SUPPLIER“ on the first side)

And

[bookmark: _Hlk483835455]Versa Networks Inc. 
With its registered office at 6001 America Center Dr, Suite 400, Santa Clara, CA 95002 
Represented by Mr. Kelly Ahuja, CEO
(hereinafter referred to as the „CUSTOMER“ on the second side)

(Supplier and Customer referred to also as the “Parties” or separately each the “Party”)
have entered on the day, month and year as bellow into the following


1. Term  
1.1 This Hardware Maintenance Agreement (the “Agreement”) shall come into force on the date the last party signs it (the “Commencement Date”) and shall continue for an initial period of three (3) years (the “Initial Agreement Term”) and shall continue after the Initial Term indefinitely unless and until terminated by either Party in accordance with Clause 7 or pursuant to any other Clause which permits termination at any time (the “Term”). 

2. HARDWARE MAintenance agreement 
2.1 Versa Networks is an innovative leader in SASE, security, networking, SD-WAN, cloud, and analytics.  In order for Versa to provide the services it sells to its Distributors and End Users, it needs to secure an equipment maintenance from reputable third party providers such as the Supplier. 
2.2 Whereas the Supplier is a provider of a range of services and the parties wish to enter into this Agreement as an overall contractual framework that will enable Versa Networks and its Affiliates to benefit from a simplified procedure for ordering and seemless execution of the Supplier’s Services under the following agreed terms and conditions.   

3. DEFINITIONS
In this Agreement, the following terms and abbreviations shall have the following meanings:  
 
Accepted Order has the meaning given to it in Clause 4.7 of the Agreement. 
 
Agreement means this Hardware Maintenace Agreement and all Schedules, Appendices attached to it and the Service Literature; 
 
Business Day means every day excluding Saturdays, Sundays and any national / public holidays in the jurisdiction where the Service is provided; 
 
Bank Holiday means any national / public holidays in the jurisdiction where the Service is provided 

Call for Remedy relates to Maintenance Services only and is defined in the Definitions section in Appendix A. 

Charges means those charges payable by Versa Networks to Supplier relating to the provision of the Services, as set out in Schedule 4.3 or lower as agreed in the relevant Accepted Order; 
 
Commencement Date means the date on which the Agreement comes into force as set out in Clause 1.1 
 
Data Protection Legislation means applicable data protection and privacy laws and regulation  
 
Default means any breach of the obligations of either party or any actionable default, act, omission, negligence or statement of either party, any Group Companies or employees, agents or sub-contractors of either party or of any Group Companies in connection with or in relation to the subject matter of this Agreement and in respect of which such party is liable to the other; 
 
Default Maintenance Contract is a per device contract that Versa Networks automatically purchases for hardware manufactured for Versa Networks by Hardware Manufacturer from the Supplier for the provision of “Maintenance Services”.

First Date of Maintenance Contract Term means the first day that a Default Maintenance Contract or Premium Maintenance Contract is in effect. After this date, the contract is valid and hardware is maintained according to SLAs specified in Appendix A.

Distributor or Partner means official Versa Networks Distributor or Partner that acts as an intermediary in a supply chain between a producer of a product (Versa Networks) and a retailer, VAR or End User.
 
End User or User means the ultimate user of the Service or Versa itself for its own internal purposes;  

Extended Maintenance Contract Term means the period of 1 year following the previous “Last Date of Maintenance Contract Term”

Billing Date of Maintenance Contract Term means the first day of the Calendar Month to which the Default Maintenance Contracts Terms and its billing are synchronized.
 
Group Company means a party, a subsidiary of a party, a holding company of a party, and a subsidiary of a holding company of a party, including direct and indirect subsidiaries and holding companies (as those terms are defined in section 736 of the Companies Act 1985, as amended or replaced from time to time), wherever incorporated and “Group Companies” shall be construed accordingly; 

Hardware Manufacturer means the organisation that produces the hardware for Versa Networks branded as ‘CSG’. For the purposes of this document, the Manufacturer is Jabil or Accton. 
 
Initial Agreement Term means the period of 3 years following the Commencement Date. 

Initial Default Maintenance Contract Term means the period of 1 year following the First Date of Maintenance Contract.
 
Intellectual Property Right or IPR means all intellectual property rights including, but not limited to, patents, trade secrets, trade marks, service marks, trade names, copyrights and other rights in works of authorship (including rights in computer software), moral and artists’ rights, design rights, database rights, trade or business names, domain names, right protecting goodwill, Confidential Information or know-how, database rights and semi-conductor topography rights and whether any of the foregoing are registered or unregistered and all rights or forms of protection of a similar nature in any country; 
 
Last Date of Maintenance Contract Term means the final day that a Default Maintenance Contract or Premium Maintenance Contract is in effect. After this date, the contract is no longer valid and can no longer be enforced.

Licensed IP means the Software, the Materials and any other Intellectual Property Right contained within or otherwise related to the Services; 
 
Location means the premises of an End User for which a Service is provided under this Agreement; 
 
Maintenance Services refers to Serviced Activities carried out on behalf of Versa Networks, where a “Maintenance Contract” exists between Versa Networks and the Supplier, in accordance with Appendix A. Maintenance Services are delivered in accordance with the Service Level Agreements detailed in Apendix A.  

Maintenance Contract means Default Maintenance Contract or Premium Maintenance Contract. 

Premium Maintenance Contract is a per device contract that Versa Networks can purchase as an addition to “Default Maintenance Contract” from the Supplier for the provision of “Maintenance Services”.  
 
Service(s) are all items listed in Appendix 1, but in any event shall include all standard solutions, services, products or other offerings available from Supplier and any additional services or bespoke solutions as may be agreed in writing between the parties; 
 
Service Level Agreement or SLA shall mean the service specifications as set out as such in Apendix A; 
 
Service Term, in relation to a Service, shall mean the total period for which the Service is provided which includes the initial Service Term as defined in Schedule 7 under the relevant Service or in the relevant Service Order. 

 Supplier Licence are a) all necessary Export Control Licences, b) all necessary Intellectual Property Rights and c) all necessary authorisations, codes, licences, permits and consents whether governmental, administrative and regulatory or otherwise to a) enter into and to perform this Agreement and b) supply and operate the Services in part or full (including those as more particularly described in the Agreement). 
 
Time & Materials Services are maintenance activities for equipment and services where no  Maintenance Contract exist and are delivered in accordance with Appendix A 

Further Service relevant definitions are in Appendix A of the Agreement.  
 
Where there is an inconsistency or conflict between the provisions of this Agreement and the provisions in a written Quote submitted by Supplier and accepted by Versa Networks through the specific Purchase Order, then the wording within the Purchase Order shall have precedence.

4. PROVISION OF SERVICE AND ORDERING OF DEFAULT MAINTENANCE CONTRACT 
4.1 Supplier agrees that Customer may resell the Services provided in accordance with this Agreement to its Distributors or Partners. 
4.2 For each hardware manufactured by Hardware Manufacturer for Customer (for purposes of this agreement, the equipment is currently branded by Hardware Manufacturers as ‘CSG’ and ‘CSX’), the Customer automatically accepts the order of Default Maintenance Contract, under the SLA defined in Appendix A. 	Comment by Pallav Maru: Should include CSX also.	Comment by Bohumír Krampera: Done
4.3 The charges for each Default Maintenance Contract are specified in Appendix A. In case Supplier needs to change the price of maintenance services pursuant to this Agreement, Supplier will notify Customer in writing at least 45 days before the change should come into the effect. If not otherwise agreed Customer shall respond in writing to any suggested price change received from Supplier not later than within ten (10) Business Days, stating whether it accepts the order, or proposing changes to it. 
4.4 The ordering of Default Maintenance Contract is done through list of manufactured hardware submitted by Hardware Manufacturer to Supplier using the pre-agreed method of information exchange, as stated in Schedule XX. To avoid any doubts, the list of manufactured hardware submitted by Hardware Manufacturer, duly accepted by Supplier, is deemed as Customer Order of Default Maintenance Contracts related to this hardware accepted by Supplier.
4.5 Upon receipt thereof the Supplier shall check list of manufactured devices submitted by Hardware Manufacturer for completeness and/or defects. The Supplier shall notify Hardware Manufacturer of the incompleteness or the defect without undue delay per email and shall request clarification of the Order. If the Order is not materially wrong or does not prevent the Supplier from processing the Order, the date Supplier received the list of manufactured equipment is considered as a First Date of Default Maintenance Contract and the Default Maintenance Contract is immediately activated by Supplier, under the SLAs and conditions stated in Appendix A. 
4.6 The Initial Default Maintenance Contract Term start date is considered as the date Supplier received the complete and correct list of manufactured devices from Hardware Manufacturer, as stated in 4.5. The Initial Default Maintenance Contract Term is automatically extended by 1 year if not terminated at least 30 days before the Last Date of Maintenance Contract.
4.7 Accepted Order, as stated in 4.4., together with the applicable Service Literature and the terms of this Agreement shall constitute the sole and entire contract between Customer and Supplier in respect of the provision of Maintenance Services.   
4.8 All Default Maintenance Contracts are invoiced on full duration basis. Customer shall pay the undisputed portion of invoices in full within sixty (60) days of receipt of the invoice.

5. Provision of Services and Ordering OF PREMIUM MAINTENANCE CONTRACT
5.1 For each hardware manufactured by Hardware Manufacturer for Customer (for purposes of this agreement, the equipment is currently branded as ‘Versa CSG’ or ’Versa CSX’ ), the Customer may order Premium Maintenance Contract, under the SLAs as defined in Appendix A.  
5.2 Customer may at any time during the term of this Agreement order Premium Maintenance Contract Services from Supplier by placing an Order. Customer will use the agreed method in Appendix A to place an order for Premium Maintenance Contract, if any.  Supplier shall be entitled to rely upon the authenticity of, and act upon, any order forms submitted in the above manner.  Submission of order forms from someone other than one of Customer’s authorised personnel may not be considered.
5.3 Each Order has its own Order Term.  Upon the expiration of the applicable Order Term, each Order for Services will automatically renew for successive 12-month periods (Extended Maintenance Contract Term), unless either Party notifies the other of its intent not to renew such Order at least 30 days prior to the end of the then-current Maintenance Contract Default Term or Maintenance Contract Extended Term, as applicable.  If the Maintenance Contract Term of any Order extends beyond the term of this Agreement, the terms and conditions of this Agreement will continue to apply to such Order until the expiration or termination of the Maintenance Contract Term.  For the avoidance of doubt, an Premium Maintenance Contract Order will not automatically renew for another 12-month period following the expiration of the term of this Agreement. 
 
6. Additional Customer Obligations 
6.1 Customer will coordinate and provide for the Supplier and its subcontractors and agents reasonable access to the premises and points of contact at all Locations. 
6.2 Customer will provide the Supplier with additional documentation, such as letters of agency as may be necessary for Supplier to support the Service. 
6.3 Customer will use the Service only for the purposes for which it is designed and provided. 
6.4 Customer will ensure the End User provides adequate electricity supply and suitable earth connection in the room for the operation of any Equipment to be installed at the Location(s).
6.5 Customer shall provide other reasonable assistance to enable Supplier to carry out its obligations under this Agreement, including giving reasonable access to the Location(s) to install and maintain the Equipment. 
6.6  In the event that hardware under Maintenance contract have the same or similar functional defect during a time period of three (3) months and the number of defected hardware units 2% of the quantity delivered within this time period, this shall be an Epidemic Failure. If either of parties learns of the existence or likely existence of an Epidemic Failure, then will inform other party as soon as possible and parties shall shall then work together to jointly develop and execute specific action plan to correct or neglect Epidemic Failure. Customer shall be responsible for the reasonable costs and expenses actually incurred as a result of all aspects of implementing the agreed action plan. This shall include but is not limited to: reasonable costs of the retrieval, packing, shipping and transportation of such Products, and the re-deployment of repaired or replacement Products (including all labor, consulting, contractor and the like charges).

7. Termination 
7.1 Either Party may terminate this Agreement by giving the other three (3) months’ written notice, such notice not to expire before the end of the Initial Term.  Any such termination will not affect any Accepted Orders that continue beyond the Initial Term unless agreed between the parties at the time of such termination. 
7.2 Without prejudice to any other rights or remedies Supplier may cancel any part of the affected Services immediately by serving thirty (30) days prior written notice on Supplier if: 
Customer fails to make any payment of an undisputed invoice when it is due under this Agreement after receiving one hundred and eighty (180) days written notice and a further fourteen (14) days written termination notice to do so from Supplier;  
Customer commits a breach of any material obligation under this Agreement (which for the avoidance of doubt does not include any payment obligation) and (in the case of a remediable breach) fails to remedy the breach after receiving 30 days written notice to do so from Supplier;
 Customer becomes Insolvent
7.3 Customer may terminate this Agreement or any part of the Services immediately by serving written notice on Supplier if: 
Supplier becomes Insolvent;  
The Supplier Licence is revoked or amended (and not immediately replaced by an equivalent licence or right) so that the Supplier is not permitted by law to provide and operate the Services
7.4 In this Clause ‘Insolvent’ means the appointment of or the application to the court for the appointment of a liquidator, provisional liquidator, administrator, administrative receiver or receiver, the entering into a scheme of arrangement or composition with or for the benefit of creditors generally, any reorganisation, moratorium or other administration involving its creditors or any class of its creditors, a resolution or proposed resolution to wind it up, or becoming unable to pay its debts as and when they fall due or becoming deemed to become unable to pay its debts as and when they fall due within the meaning of Section 123 of the Insolvency Act 1986.
7.5      Termination of this Agreement shall not affect the rights and obligations of the parties in respect of any Accepted Orders and such Accepted Orders shall survive termination of this Agreement unless agreed otherwise by the parties. In that event the Accepted Order shall continue to apply on the same terms and be subject to the same Charges and any relevant and applicable terms of this Agreement, including any agreed Service Level Agreements will be deemed to continue in existence notwithstanding its termination. The Accepted Orders shall expire without renewal to the end of the then current Service Term. The Supplier will give reasonable notice of the expiry of such Service Term for each Accepted Order.
7.6 The Termination of the Supplier becomes null and void if the breach of the material obligation or of the payment obligation is remedied before the termination becomes effective with the end of notice period.
7.7  On cancellation or termination of any part of the Services or termination of this Agreement, Customer must:
i) Immediately stop using the Maitenace Services to the extent that they have been cancelled or the Agreement has been terminated; and 
ii) Customer must pay all Charges properly incurred up to and including the date of termination.
 
8. Force Majeure 
8.1 For the purposes of this Agreement, the expression "Force Majeure" shall mean an event which is beyond the control of an affected party and which such party could not anticipate or mitigate by means of insurance, contingency planning or any other prudent business means.  Any event will only be considered Force Majeure if it is not attributable to the wilful act, neglect, default or other failure to take reasonable precautions of the affected party, its agents, employees or contractors.  Industrial dispute or action shall not give rise to an event of Force Majeure.	Comment by Pallav Maru: Under legal review
8.2 No party shall in any circumstances be liable to the other for any loss of any kind whatsoever, including, but not limited to, any damages, whether directly or indirectly caused to or incurred by the other party by reason of any failure or delay in the performance of its obligations hereunder which is due to Force Majeure.  Notwithstanding the foregoing, each party shall use all reasonable endeavours to continue to perform, or resume performance of, such obligations hereunder for the duration of such Force Majeure event. 
8.3 If any party shall become aware of circumstances of Force Majeure which give rise to or which are likely to give rise to any failure or delay on its part, it shall with immediate effect notify the other party by the most expeditious method then available and shall inform the other party of the period for which it is estimated that such failure or delay shall continue.
8.4 It is expressly agreed that any failure by the Supplier to perform, or any delay by the Supplier in performing, its liabilities, obligations and responsibilities under this Agreement which results from any failure or delay in the performance of its obligations by any person with which the Supplier shall have entered into any contract, supply arrangement, sub-contract or otherwise, shall be regarded as a failure or delay due to Force Majeure only in the event that such person shall itself be prevented from or delayed in complying with its obligations under such contract, supply arrangement, sub-contract or otherwise as a result of circumstances of Force Majeure. 
8.5  In the event of any event of Force Majeure subsisting for a period of ten (10) Business Days or more, Customer may, forthwith by notice to the Supplier, terminate the Agreement or the affected Service with immediate effect without any cost or liability whatsoever.
8.6 For the avoidance of doubt, it is hereby expressly declared that the only events which shall afford relief from liability for failure or delay shall be any event qualifying for Force Majeure hereunder or as otherwise expressly provided in this Agreement.
8.7 Nothing in this Agreement shall be taken as preventing Customer from using any alternative facilities to meet its business needs during the continuance of Force Majeure. 
8.8 For the avoidance of doubt, Customer shall not be liable to pay the Charges in respect of any activities or Services not carried out due to Force Majeure.

9. Confidentiality 
9.1 Each party must protect the confidentiality of the other party's Confidential Information and not disclose the other party's Confidential Information to a third party without first obtaining the consent of the other party.  
9.2 Each party must only use the other party's Confidential Information for the purposes of this Agreement and may only disclose the other party's Confidential Information to its staff, Group Companies, professional advisers and any third parties who have entered into binding obligations of confidence no less onerous than those set out in this Agreement, who have a specific need to access it for the purposes of this Agreement. 
9.3 A party must, on termination of this Agreement, immediately after a request from the other party return to the other party, destroy or delete as the other party directs, all original documents and copies (including those in electronic form) which contain or relate to Confidential Information of the other party. 
9.4 The obligations of confidence do not apply to any Confidential Information is required to disclose by any law or order or decision of any court, government, semi-government authority, administrative or judicial body, other competent authority or a requirement of a stock exchange or regulator, if the party discloses only the minimum Confidential Information required to comply with the law or order or lawfully enters the public domain after disclosure to a party.
9.5 Each party acknowledges that disclosure of the other party's Confidential Information in breach of this Agreement could cause considerable detriment to that party and damages may be inadequate compensation for breach.  
9.6 Confidential Information means trade secrets and other confidential information which relates to, or is disclosed by, a party or its Group Companies including (but not limited to) financial, staff, management, technical, Customer and supplier information, business strategies, business plans and internal systems. However, Confidential information shall not include any information :
i) which is public knowledge or which subsequently becomes public knowledge other than by any act or failure to act by either party; 
ii) which is already known to the recipient party (as evidenced by its written records) at the time this Agreement is entered into and was not acquired directly or indirectly from the other party or is not otherwise subject to an obligation of confidentiality; 
iii) which is acquired by the relevant party from any third party who did not acquire such information directly or indirectly from the providing party in breach of any obligation of confidence; 
iv) which is independently developed by, or for the recipient party by a third party, without access to the Confidential Information. For the avoidance of doubt the specific network solution that Customer provides to the Customer under this Agreement shall constitute Confidential Information. 
 
10. Data Protection 
10.1 In this Clause, the terms “personal data”, “data controller”, “data processor” and “processing” shall have the meanings ascribed to them in Data Protection Legislation. 
10.2 Compliance with the provisions by both parties shall be at no additional cost 
10.3 Each party shall comply with its applicable obligations under Data Protection Legislation, including but not limited to, the Data Protection Act 1998 as amended, that apply in relation to any personal data processed in connection with this Agreement (“Protected Data”), and shall render such assistance and co-operation as is reasonably necessary or reasonably requested by the other party, including, but not limited to, the provision of information regarding the existence, applicability and extent of application of Data Protection Legislation in particular jurisdictions to Protected Data.  
10.4 Customer or the End User (as applicable) alone shall determine the purposes for which and the manner in which such Protected Data will be processed;  
10.5 Customer or the End User (as applicable) shall be the data controller; and 
10.6 The Supplier shall be the data processor. 
10.7 The Supplier hereby warrants and undertakes that it shall:  
i) only process such Protected Data on the written instructions of Customer (including where Customer acts as agent on behalf of the relevant End User) and to the extent reasonably necessary for the performance of this Agreement and;
ii)  not disclose Protected Data to any person except as required or permitted by this Agreement or with written consent;  
iii)   not alter, delete, add to or otherwise interfere with the Protected Data (save where expressly required to do so by the terms of this Agreement); and 
iv)  implement appropriate technical and organisational measures as specified by Customer (including but not limited to, appropriate policies communicated to employees and management of ongoing compliance and effective security measures) to protect the Protected Data against accidental or unlawful destruction or accidental loss, alteration, unauthorised disclosure or access and against all other unlawful forms of processing.  
10.8 In the event that the Protected Data collected under this Agreement and controlled by Customer or an End User is transferred from a territory within the European Economic Area to a territory outside the European Economic Area, the parties shall enter into or procure that the relevant parties enter into the Data Transfer Agreement in Schedule 10 in order to ensure that the personal data are adequately protected in accordance with Article 25 of the EU Data Protection Directive 95/46/EC for transfers of personal data from a data controller to a data processor.  
10.9 Upon termination of this Agreement for whatever cause, the Supplier will return to Customer or destroy any copy of the Protected Data in hard copy and/ or electronic form.  
10.10 The Supplier shall indemnify Customer and keep Customer indemnified against all claims, demands, actions, costs, expenses (including but not limited to legal costs and disbursements on a full indemnity basis) losses and damages arising from or incurred by reason of any wrongful processing of any Protected Data by the Supplier or breach of its obligations or warranties. 

 
11.  execution clause 
Signed by the parties by their duly authorised representatives: 

Signed for and on behalf of: 


Versa Networks	      
SIGNATURE				___________________________________ 

NAME (in capitals) 			                      KELLY AHUJA, CEO 


DATE					___________________________________ 
 


Signed for and on behalf of: 

Neeco, s.r.o		 
SIGNATURE				___________________________________ 

NAME (in capitals)			                      DAVID PÁTEK, CEO

DATE					___________________________________ 



Appendix A 
1. Project General overview
This document describes the detailed process of hardware maintenance and support for Versa as agreed upon by Neeco and Versa.  Each step of the process and respective roles and responsibilities of both parties are outlined in the sections below. 
Neeco offers complete outsourcing of Maintenance Support on behalf of Versa. Neeco takes care of every aspect of Maintenance Support to secure the complete set of services needed to guarantee global SLA-based onsite hardware replacement support.
As part of the fully managed maintenance support, Neeco takes care of (depending on purchased services) global warehousing, hardware replacement usually including on-site engineer (according to SLA) and spare parts management. Neeco further provides complete asset management and reporting via our internal ProTrack system and manages reverse logistics for faulty boxes.
Neeco will purchase spare units and store them in local, regional or central depots to guarantee replacement within the respective SLA. 

2. Default Maintenance (GLOBAL nbDS MAINTENANCE)
Neeco provides Global Next Business Day Shipment (NBDS) Maintenance Support to Versa for all units produced by Versa in all contracted manufacturing plants with exception of units produced for Indian market. Additionally, to this Global NBDS Support Versa can upgrade SLA as described in this document.
Neeco supports by default every Versa CSG/CSX unit produced starting at the date of contract signature with exception of units produced for Indian market.  

CPE Details 
The following CSG and CSX units will be supported. Other devices can be added to the list based on the agreement between Versa and Neeco:
Complete CSG series routers
Complete CSX series switches

Ordering, Services Activation, Renewal and Termination Process
In order to activate support on the requested location it´s necessary to go through the following steps:
· Versa is sharing regularly list of produced units and its Part Numbers (PN) and Serial Numbers (SN)
· Neeco shares quote based on the production report shared by Versa
· Versa approves quote and shares official purchase order/order confirmation
· Neeco confirms activation and start/end date of the support, which is typically the day when report is shared with Neeco 
· Once known Versa shares additional information such as end customer, address and contact
· Neeco informs Versa 60 days before support contract end date
· Neeco renews all units under support automatically unless Versa shares report with units where support should be terminated at least 30 days before the contract end date

Contract Activation
SN and PN of produced units are shared by Versa regularly, directly after the unit production. Date when report is received is considered support start date. 
Dedicated person at Versa shares information with Neeco Maintenance Team (maintenance@neeco.com), Neeco Maintenance confirms email receipt and shares quote with Versa. 
Reports are shared in Excel format and must contain: 
· PN 
· SN 
To deliver spare parts in the shortest possible time following optional info should be shared as well:
· Region 
· Complete address
· Local contact (LCON) details (name, email and phone nr.)
· Customer 
After Versa accepts quote and shares PO with Neeco, Neeco automatically activates Global NBDS Support and shares invoice with Versa. Neeco Maintenance Team confirms the support start/end dates and respective tracking number by email, by ProTrack alert to Versa or in a monthly report based on the agreement between Versa and Neeco. Versa can see the status of all contract covered units in Client View in the ProTrack system - Global Storage module.   

Contact:
E-mail: maintenance@neeco.com

Contract Length
Initial period of  Default Maintenance is 24 months, renewal period is 12 months. 

Contract Renewal
Neeco informs Versa at least 60 days before support contract end date. Contract is renewed automatically unless Versa shares report with units where support should be terminated at least 30 days before the contract end date. In that case Neeco will confirm and renews Global NBDS Support for all units excluding the units removed from Global NBDS Support by Versa. 
Contact:
E-mail: maintenance@neeco.com



Description of SLA
Next Business Day Shipment (NBDS)
Replacement parts will be shipped to the End Users site Next Business Day after the valid Call for Remedy was received. Ticket must be shared and accepted before 3PM site time. Neeco ships replacement parts from the nearest warehouse. Service lead times include the estimated lead time, which is the maximum time required for the router to reach the client’s site. Customs procedure is handled by Neeco. Delivery time is not guaranteed. This service does not include Neeco onsite engineer. 
3. Premium Maintenance
Neeco provides SLA based Maintenance Support for Versa CSG/CSX units in addition to default Global NBDS Support. Versa can purchase SLA based Premium Maintenance Support on the requirement as described in this document. 

CPE Details 
The following CSG and CSX, Advantech and Lanner units will be supported. Other devices can be added to the list based on the agreement between Versa and Neeco:
Complete CSG series routers
Complete CSX series switches
Lanner Versa Whitebox
Advantech Versa Whitebox

Ordering and Services Activation, Renewal and Termination Process
In order to activate support on the requested location it´s necessary to go through the following steps (as explained in detail in the sections below)
•	Versa shares list of devices where support is required (serial number, part number, SLA, address)
•	Neeco shares quote considering SLA availability at given location 
•	Versa approves quote and shares official purchase order/order confirmation
•	Neeco confirms activation start/end date of the support
•	Neeco processes incoming tickets related to Premium Maintenance Support contract 
•	Neeco informs Versa 60 days before support contract end date
•	Versa confirms units for support contract renewal
 Versa can see the status of all contract covered units and sites in Client View in the ProTrack system - Global Storage module.   

Contract Activation
Neeco Support Services Team proceeds with activation based on a received PO. The start date depends on various factors, such as spare parts availability in Neeco depot (based on Neeco’s forecasting algorithm), the required SLA, the manufacturer´s lead-time in case additional spares must be purchased by Neeco, etc.  
The Neeco Support Services team confirms the support start/end dates and respective tracking number by email, by ProTrack alert to Versa or in a monthly report based on the agreement between Versa and Neeco. 
Versa can see the status of all sites under its respective PO in Client View in the ProTrack system.   
Contact:
E-mail: maintenance@neeco.com

Contract Renewal
Neeco informs Versa at least 60 days before support contract end date. Contract is renewed automatically unless Versa shares report with units where support should be terminated at least 30 days before the contract end date.
Contact:
E-mail: maintenance@neeco.com

Pricing Support
To request bidding/quote support, Versa should contact the Neeco Maintenance Team via e-mail at maintenance@neeco.com . A quote is usually prepared and sent back to Versa on the same day or the next business day for standard requests. More complex/specific requests may take more time (2-3 business days).    
•	Versa has to specify all required details: 
· Exact model numbers (product numbers)
· Exact serial number
· Site details (complete site address and LCON details) 
· Requested SLA 
The quote/bid support request is accepted by Neeco and quote is shred with requestor via email.  Prepared quotes are kept in ProTrack so they can be downloaded by Versa at any time in the future. Quotes can be found under Quote Number in ProTrack.

Contact:
E-mail: maintenance@neeco.com 

Purchase Order
If Versa agrees to the proposed quote/pricing, purchase orders (PO) must be sent to Neeco Ordering Services via e-mail at orders@neeco.com. The quote acceptance is completed by sending the PO. Neeco confirms reception of the PO and creates an entry in ProTrack. Versa will receive confirmation of acceptance via an automated email alert from ProTrack. 
The minimum Premium Maintenance Support contract term is 12 months; however, in specific cases Neeco can require a longer minimum contract period. Minimum contract term of 36 months is required for the equipment with purchase costs above 3.000 USD.  

Contact:
E-mail: orders@neeco.com

Description of SLAs
4-hour on-site hardware replacement (24x7x4 on-site) 
This service includes on-site hardware replacement. Neeco will keep the spare parts in local warehouses to guarantee delivery within a guaranteed SLA to any customer site included in the contract. A service technician and replacement parts will arrive at the end customer site four (4) hours from the time of ticket acceptance, provided all necessary details have been provided to the Neeco Service Desk. 
Next business day on-site hardware replacement (8x5xNBD on-site) 
This service includes On-Site Hardware replacement. Neeco will keep the spare parts in local warehouses to guarantee delivery within a guaranteed SLA to any customer site included in the contract. A service technician and replacement parts will arrive at the end customer site the next business day from the time of ticket acceptance (provided all necessary details have been provided to the Neeco Service Desk), where SLA hours are only Monday to Friday 9AM to 5PM (not Including Bank Holidays). In order to get parts to site the next business day, the request must be placed before 3PM local time. 
4. Solution Design (default and premium Maintenance)
Services in this section are covered under the hardware support and maintenance contract as agreed upon by Versa and Neeco. Services under the contract cover hardware replacement, which includes warehousing, logistics and onsite support depending on the selected SLA. All other services which are not explicitly described in this section are subject to additional services as described in Section 4. 

Hardware Replacement
Neeco enables Versa to use flexible hardware replacement options for each End Customer device, including 4-hour, Next Business Day (NBD) and Next Business Day Shipment (NBDS). 
Replacement parts will be delivered to the end customer site within an SLA after Versa´s determination that the issue has been caused by hardware failure and that hardware replacement is required. 
After a request is logged, Neeco personnel coordinates the dispatch of spare parts and an on-site engineer (in the case that an onsite SLA was ordered) and makes sure they arrive at the site to meet the SLA. 
Spare part is dispatched to end customer site only if a fault with the hardware is detected, after the initial remote troubleshooting is done by Versa. 
If a selected SLA contains onsite services of a Neeco engineer, this service includes de-installation of a faulty unit, installation of a spare part and removal of the faulty unit from the site. If service is not on-site, a customer is responsible for returning faulty equipment back to the Neeco central, regional, local warehouse (address to be provided). In both cases the faulty de-installed unit becomes Neeco’s property.
Faulty units will be replaced by the same PN, however if the PN is not marketed anymore Neeco reserves right to replace faulty unit by available PN with corresponding technical parameters. 

Supported Components
The contracted units are the major units of the product plus power supply. Additional parts like modules and cards, are not included in the support contract. If Versa wishes to add support for any additional component, Versa must share the product number in the bidding/quoting phase or the components can be replaced on a T&M basis, as mentioned in Additional Services section below. 


Warehousing and Logistics
Local, regional and central depots will be used for the storage of spare parts. The storage areas include larger hub locations in major regions, as well as smaller warehousing facilities in remote areas. The location and size of the warehouse will be selected by Neeco based on the selected SLA and the volume of supported units.
Warehousing and logistics services include:
· Collection of network equipment (for on-site SLA only)
· Inventory management
· Equipment assembly, handling and packing (for on-site SLA only)
· Coordination of delivery with logistic partners 
· Priority dispatch Services

Custom Clearance and Certification
Custom fees related to the import of spare parts will be fully covered by Neeco. However, Neeco is not responsible for covering fees for any equipment related to the services not covered under the maintenance contract.
The service is provisioned without any required support of the end customer (communication with customs officers, paying customs fees, getting import certificates, etc.). 
Hardware certification is fully responsibility of Versa. Neeco will coordinate with Versa Product Team to make sure that all spare units are certified for respective country. 

Services Not Covered By Global NBDS/Premium Maintenance Contract
Services that are not expressly set forth in this document are not covered under the maintenance contract. If the issue is not covered by the contract, then Versa needs to cover the costs for spare unit, rework and freight (including customs, IOR and other fees). Costs will be specified in e-mail communications between Versa and Neeco. Services that are not covered under the maintenance contract include, without limitation, the following: 
· Software issues handling 
· Support or replacement of a product that is altered, modified, mishandled, destroyed or damaged by one or more of the following: natural causes; environmental failures; end customer´s failure to take any required actions; a negligent or wilful act or omission by end customer; or an act or omission of a third party.
· Furnishing of supplies, accessories or the replacement of expendable parts (e.g., batteries, cables, blower assemblies, power cords and rack mounting kits).
· Electrical or site work external to the Products.
· Service for hardware that is installed outdoors or that is installed indoors but requires special equipment to perform such service.
· Hardware replacement is limited to up to three units/calls per site. 	Comment by Pallav Maru: Needs to be clarified further	Comment by Bohumír Krampera: Is this enough?
· Support or replacement of a product that was inoperable prior to purchase of a maintenance contract with Versa.
· Services for products for which a valid maintenance contract is not in place.
· Services for products in which the entitled party has not initiated the service request.
Additional Services are provided at the then-current time and materials rates.

Technical Assistance Case Handling
When an issue is detected, the end customer must perform a physical check of the device and its environment (power socket, power supply unit, connected cables and condition of the device itself), restart the device and request remote control/troubleshooting from Versa. If fault is neither caused by any physical circumstances nor a software related failure, a trouble ticket should be raised with Neeco. Neeco will not be in direct contact with the end customer during the issue handling process and all information regarding issue resolution will only be shared with Versa. 

Trouble Ticket Creation and Resolution 
For managing issues, the following process is used: 
Trouble ticket must contain mandatory information such as:
· Serial number of supported HW
· Fault description and action taken to determine it 
· Full site address + site contact details
· Site availability (opening hours etc.)  
· OS version needed for the new device 
· Configuration file for the new device (if applicable) 
· Other important information if applicable (access requirements, security restrictions, etc)
If any of the above information is missing it can influence the time needed to resolve the ticket’s issue. However, it does not prevent the Service Desk from starting to process the ticket.

Once all mandatory information is presented, and if the device or fault is in line with the contract, Neeco personnel accepts a TT and starts working on it within 15-30 minutes. Acceptance of a TT is confirmed via e-mail. Based on the action requested, Neeco dispatches either a technician and a spare part, or only a spare part. 
Once the estimated time of arrival (ETA) is set, Neeco shares it with Versa, specifying the time of arrival and a technician´s name and phone number. Versa takes care of the access on site, which must be arranged prior to the visit.
Neeco informs Versa about the technician´s arrival on site, Versa´s supporting team contacts him/her and guides him/her through the replacement.
Neeco informs Versa when the replacement is done, a Site Visit report with details of the intervention is shared as soon as available. The Neeco technician removes the faulty device from the site. After all of the above-mentioned steps are completed, the TT is closed in ProTrack.
Versa stakeholders receive periodic (typically monthly) summaries of delivered activities, including relevant details, reports or comments as required. 

Contact:
E-mail: servicedesk@neeco.com 

Additional Services
Outside of the services under the present contract, Neeco offers additional services to provide a full palette of solutions, including exceptional cases. These services are not covered under the presented Contracts (Global NBDAS, Premium Maintenance Support) and must be ordered separately. 
These services are charged extra, outside the existing Support Contracts. 

On-Site Field Engineer Services
Neeco can provide Field Engineers (FE) to deliver remedial or preventive support activities on a global basis wherever the End Customer site is located. Neeco engineers can install equipment, run inside wiring and resolve site issues which are not contract based. These services typically include L1 engineer (If it’s required, Neeco can arrange more qualified engineer to the site).

Field engineering services may include: 
· Site surveys, assessments and preparation 
· Rack and Stack’ and ‘Remote hands & eyes’ services
· CPE installations, move & change services
· Data centre engineering support 
· Wi-Fi site installations
· Access and transport technologies testing
· Equipment installation
· Device configuration
· Troubleshooting
· Acceptance testing

Neeco Field Engineer Skill Set options: 
	DESCRIPTION
	LEVEL 0
	LEVEL 1
	LEVEL 2
	LEVEL 3

	Basic Technical activities
	x
	x
	x
	x

	Rack & Stack
	x
	x
	x
	x

	Running cables
	x
	x
	x
	x

	Patching & Labelling
	x
	x
	x
	x

	Moving devices
	x
	x
	x
	x

	Basic CPE installation (Guided)
	
	x
	x
	x

	Basic CPE installation (Predefined steps)
	
	x
	x
	x

	Understands fundamentals of internetworking
	
	x
	x
	x

	Connect to devices through command interface
	
	x
	x
	x

	Perform common administrative tasks
	
	x
	x
	x

	CCNA (Cisco), RTSS (Riverbed), JNCIA (Juniper)
	
	x
	x
	x

	Independently prepare site for IT equipment deployment
	
	
	x
	x

	Perform standard troubleshooting
	
	
	x
	x

	Deploy LAN and WAN devices
	
	
	x
	x

	Independently prepare site for IT equipment deployment
	
	
	x
	x

	Perform a Site survey and identify potential issues during migration
	
	
	x
	x

	CCNP (Cisco), RSCA (Riverbed), JNCIP (Juniper)
	
	
	x
	x

	Designing data networks
	
	
	
	x

	Independent deployment of complex projects
	
	
	
	x

	Performing advanced troubleshooting
	
	
	
	x

	Participates in designing large networks
	
	
	
	x

	Advance technologies as security, wireless, unified communications and data centre products
	
	
	
	x

	CCIE (Cisco), RSCP (Riverbed), JNCIE (Juniper)
	
	
	
	x



Time and Material
Neeco’s Time and Material (T&M) Services provide professional, activity-oriented engineering services for preventive and corrective maintenance, repairs and replacements of equipment not covered by contract and network assessments. Time and Material work is scheduled on an hourly basis, with replacement parts provided separately as required. Delivery times are typically on the same day or the next day (for FE, material arrangement could take longer), based on current availability and region.

In House Staging
Spare parts delivered to Neeco warehouses are provided with the SW version staged by the manufacturer. In case an SW upgrade is needed, a new version of SW can be uploaded to the spare part before the unit is shipped from the warehouse.

Logistics
For most countries Neeco can secure Door to Door (DDP) delivery including IOR, which means that the end customer or Versa does not need to be involved in logistics or the customs clearance process. Neeco has customs brokers, import certificates and other necessities to provide turnkey solutions.
5. Pricelist
Prices are shared with Versa in agreed format via e-mail after approval from Versa management. 
Prices are valid only if the spare unit price (I.e. Neeco spare part buy price) remains unchanged and are reviewed regularly at least every 6 months. Versa price change might have an impact on the cost of support. 
Global NBDS Maintenance



Premium Maintenance 
Prices are calculated from the unit retail price. 
Project prices might differ and are subject to agreement between Neeco and Versa.

Basic pricelist – no site or additional contract length specifications (if not specified above in the contract body):

	Region
	24x7x4 onsite (SBDAR)
	8x5xNBD onsite (NBDAR)

	Africa
	14%
	9%

	APAC
	14%
	                         9%

	Australia
	11%
	5%

	Canada
	11%
	5%

	EU
	9%
	5%

	Japan
	20%
	15%

	Latin America
	15%
	10%

	Middle East
	14%
	9%

	Other Europe
	14%
	9%

	USA
	10%
	5%



Pricelist option 2
· 200+ sites in one country (EU=country)
· Min. contract term 2 y

	Region
	24x7x4 onsite (SBDAR)
	8x5xNBD onsite (NBDAR)

	Africa
	12%
	5%

	APAC
	12%
	                         5%

	Australia
	10%
	5%

	Canada
	10%
	5%

	EU
	8%
	5%

	Japan
	15%
	10%

	Latin America
	13%
	9%

	Middle East
	12%
	5%

	Other Europe
	12%
	5%

	USA
	9%
	5%



Pricelist option 3
· 500+ sites in one country (EU=country)
· Min. contract term 2 y

	Region
	24x7x4 onsite (SBDAR)
	8x5xNBD onsite (NBDAR)

	Africa
	10%
	5%

	APAC
	10%
	                         5%

	Australia
	9%
	5%

	Canada
	9%
	5%

	EU
	7%
	5%

	Japan
	15%
	9%

	Latin America
	12%
	8%

	Middle East
	11%
	5%

	Other Europe
	11%
	5%

	USA
	8,5%
	4%



Pricelist option 4
· 1k+ sites in one country (EU=country)
· Min. contract term 2 y

	Region
	24x7x4 onsite (SBDAR)
	8x5xNBD onsite (NBDAR)

	Africa
	9%
	4%

	APAC
	9%
	                         4%

	Australia
	8%
	4%

	Canada
	8%
	4%

	EU
	7%
	4%

	Japan
	14%
	8%

	Latin America
	11%
	7%

	Middle East
	10%
	5%

	Other Europe
	10%
	5%

	USA
	8%
	4%



Pricelist option 5
· 1k+ sites in one country (EU=country)
· Min. contract term 3 y

	Region
	24x7x4 onsite (SBDAR)
	8x5xNBD onsite (NBDAR)

	Africa
	9%
	4%

	APAC
	9%
	                         4%

	Australia
	8%
	4%

	Canada
	7,5%
	4%

	EU
	6,5%
	4%

	Japan
	13%
	8%

	Latin America
	11%
	7%

	Middle East
	10%
	4%

	Other Europe
	10%
	4%

	USA
	7,5%
	4%




6. Contacts & Escalation Matrix
DEDICATED CONTACTS
 
	FUNCTION
	NAME
	PHONE NUMBER
	EMAIL

	Product Manager
	Bohumir Krampera
	+420 739634864
	bohumir.krampera@neeco.com


 
GENERAL CONTACTS
  
	FUNCTION
	WHEN TO CONTACT
	PHONE NUMBER
	EMAIL

	Neeco Maintenance
	BIDDING QUOTING SERVICES
	 
	maintenance@neeco.com

	Neeco Order Management
	ORDER PLACEDENT
	 
	orders@neeco.com

	Neeco Customer Services
	DAY-TO-DAY 24/7 SUPPORT
	+420 277 008 455
	customer.services@neeco.com

	Neeco Service Desk
	SLA-BASED SUPPORT SERVICES
	+420 277 008 466
	service.desk@neeco.com


 
ESCALATION CONTACTS
 
	NAME & FUNCTION
	WHEN TO CONTACT
	PHONE NUMBER
	EMAIL

	TOMÁŠ BEZR
Neeco Maintenance Team Leader
	1st ESCALATION LEVEL
	+420 721 884 442
	     tomas.bezr@neeco.com 

	PETR JIRÁNEK
Neeco Order Management Team Leader
	1st ESCALATION LEVEL
	+420 720 218 715
	petr.jiranek@neeco.com 

	DAVID BICAN
Neeco Customer Services Team Leader
	1st ESCALATION LEVEL
	+420 773 893 582
	david.bican@neeco.com 

	JAN NOVÁK
Neeco Service Desk Team Leader
	1st ESCALATION LEVEL
	+420 775 879 420
	jan.novak@neeco.com 

	RADEK ŠIMŮNEK
Neeco Customer Services Manager
	2nd ESCALATION LEVEL
	+420 775 179 395 
	radek.simunek@neeco.com 
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Global NBDS pricelist

		Part Number		List Price (USD)		NBDS (NBDAS)   Price in USD/1 year

		CSG350		$780.00		$15.00

		CSG350-2LA		$1,240.00		$29.76

		CSG350-2LB		$1,240.00		$29.76

		CSG350-LA		$1,010.00		$24.24

		CSG350-LB		$1,010.00		$24.24

		CSG355		$1,040.00		$24.96

		CSG355-2LA		$1,495.00		$35.00

		CSG355-2LB		$1,495.00		$35.00

		CSG355-LA		$1,265.00		$30.36

		CSG355-LB		$1,265.00		$30.36

		CSG355-W		$1,205.00		$28.92

		CSG355-WLA		$1,445.00		$34.68

		CSG355-WLB		$1,445.00		$34.68

		CSG365 		$1,275.00		$30.00

		CSG365-2LA		$1,750.00		$42.00

		CSG365-2LB		$1,750.00		$42.00

		CSG365-LA		$1,505.00		$35.00

		CSG365-LB		$1,505.00		$35.00

		CSG365-W		$1,450.00		$34.80

		CSG365-WLA		$1,700.00		$40.00

		CSG365-WLB		$1,700.00		$40.00

		CSG730		$1,485.00		$35.00

		CSG730-LA		$1,815.00		$43.56

		CSG730-LB		$1,815.00		$43.56

		CSG730-WLA		$1,965.00		$49.00

		CSG730-WLB		$1,965.00		$49.00

		CSG750		$1,725.00		$40.00

		CSG750-2LA		$2,245.00		$55.00

		CSG750-2LA-1VA		$2,745.00		$65.00

		CSG750-2LA-4DS		$4,160.00		$99.84

		CSG750-2LA-4DS		$4,160.00		$99.84

		CSG750-2LA-4GP		$2,835.00		$69.00

		CSG750-2LB		$2,245.00		$55.00

		CSG750-2LB		$2,245.00		$55.00

		CSG750-2LB-4GP		$2,835.00		$69.00

		CSG750-4GP-120W		$2,290.00		$54.96

		CSG750-5G		$2,795.00		$65.00

		CSG750-8GE		$2,445.00		$58.68

		CSG750-LA		$1,965.00		$49.00

		CSG750-WLA		$2,195.00		$50.00

		CSG750-WLA-1VA		$2,695.00		$64.68

		CSG750-WLA-4DS		$3,335.00		$80.04

		CSG750-WLA-4DS		$3,335.00		$80.04

		CSG750-WLA-4GP		$2,755.00		$69.00

		CSG750-WLA-4GP-120W		$2,755.00		$69.00

		CSG750-WLA-8GE		$2,695.00		$64.68

		CSG750-WLB		$2,195.00		$50.00

		CSG750-WLB-4GP		$2,755.00		$69.00

		CSG750-WLB-4GP-120W		$2,755.00		$69.00

		CSG770		$2,365.00		$55.00

		CSG770-2LA		$2,895.00		$69.48

		CSG770-2LA-1VA		$3,395.00		$80.00

		CSG770-2LA-4DS		$4,035.00		$99.00

		CSG770-2LA-4DS		$4,035.00		$99.00

		CSG770-2LB		$2,895.00		$69.00

		CSG770-4GP		$2,895.00		$69.48

		CSG770-4GP-120W		$2,895.00		$69.48

		CSG770-5G		$3,435.00		$80.00

		CSG770-8GE		$3,085.00		$75.00

		CSG770-LA		$2,615.00		$65.00

		CSG770-WLA		$2,845.00		$65.00

		CSG770-WLA-1VA		$3,345.00		$80.28

		CSG770-WLA-4DS		$4,195.00		$105.00

		CSG770-WLA-4DS		$4,195.00		$105.00

		CSG770-WLA-4GP		$3,395.00		$80.00

		CSG770-WLA-4GP-120W		$3,395.00		$80.00

		CSG770-WLA-8GE		$3,565.00		$85.00

		CSG770-WLB		$2,845.00		$70.00

		CSG770-WLB-4GP		$3,395.00		$80.00

		CSG1300		$7,945.00		$190.00

		CSG1300		$7,945.00		$190.00

		CSG1300-2LC		$8,555.00		$215.00

		CSG1300-WLC		$8,385.00		$220.00

		CSG1500		$13,355.00		$320.00

		CSG1500-2LC		$13,955.00		$334.92

		CSG1500-WLC		$13,810.00		$331.44

		CSG2500		$23,850.00		$575.00

		CSG3300		$13,500.00		$325.00

		CSG3500		TBC		TBC

		CSG5000		$59,950.00		$1,550.00

		CSX4300		$8,000.00		$195.00

		CSX4500		$12,500.00		$300.00

		CSX8300		$16,000.00		$384.00

		CSX8500		$22,000.00		$535.00
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