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Managed Print Services Statement of Work
(MPS SOW)

Toshiba will provide to Customer throughout the United States, the Services outlined in this Statement of Work during the Initial Term and Renewal Terms.   This SOW sets forth the scope of managed print services, requirements and obligations of the parties and is subject to the terms and conditions of a Managed Print Services Agreement (“Agreement”) by and between Customer and Toshiba America Business Solutions, Inc. (“Toshiba”), and will be incorporated therein by reference.   

1. Assessment Phase 
1.1. Initial Assessment and Design
1.1.1. Toshiba’s responsibilities are to:
1.1.1.1. Work with Customer to determine the scope and discovery to include sites and device types
1.1.1.2. Develop a schedule for discovery and design
1.1.1.3. Work with Customer to ascertain any security and safety requirements 
1.1.1.4. Work with Customer to obtain necessary badging requirements
1.1.1.5. Use Toshiba meter collection software, a network discovery tool, when necessary to facilitate and augment the discovery process
1.1.1.6. Identify and confirm equipment
1.1.2. Customers responsibilities are to:
1.1.2.1. Provide a local onsite customer liaison to work with Toshiba at each site to assist with prioritization, coordination and communication of discovery
1.1.2.2. Provide the computer hardware necessary to operate the software
1.1.2.3. Provide the IP address, queue names, and any other network address required to perform Services
1.1.2.4. SNMP enable the networked equipment
1.1.2.5. Provide a specific list and location (name, address, building, floor, city, state, zip code, serial number, model number) for all meterable equipment
1.1.2.6. Provide any necessary access to floorplans and business areas
1.1.2.7. Provide and be responsible for all such telephone and modem lines, telephones, computers and peripheral devices, computer connections, and network access, as may be necessary for Toshiba to provide Services and to interconnect with Toshiba’s network discovery and meter submission tool;
1.1.2.8. Provide Toshiba with current-state print device information to include: print queue names, device configuration, custom form, and IP addresses or host names for devices accepting print jobs from host or mainframe applications.  Customer shall have the flexibility to direct output.
1.1.3. Following discovery and design, Toshiba and Customer will mutually agree by location upon 
1.1.3.1. The number and models of devices within the scope of Services 
1.1.3.2. Fleet configuration, optimal mix, and future-state design including the placement of new Product and retention of Existing Equipment 

2. Implementation Phase
2.1. Toshiba and Customer shall:
2.1.1. Toshiba’s responsibilities consist of:
2.1.1.1. Maintain an Asset List of all Meterable equipment 
2.1.1.2. Coordinate with Customer any network and phone installations needed to support new devices
2.1.1.3. Create and distribute Toshiba asset tags for all equipment having the following necessary information to facilitate a Help Desk calls for networked equipment and supply provisioning for equipment:
· Toshiba’s Supplies Ordering Web Portal URL
· Serial Number or Asset Tag
· Toll Free Phone Number or Web URL for Service Dispatch
2.2	Customer’s responsibilities consist of:
· Affix asset tags to all equipment and remove any previous service provider asset tags
· Provide and be responsible for all such telephone and modem lines, telephones, computers and peripheral devices, computer connections, and network access, as may be necessary for Toshiba to provide Services and to interconnect with Toshiba’s network discovery and meter submission tool
3. Training
3.1. Customer may engage Toshiba to provide a customized training program by working with Toshiba to develop a Training Plan and order such plan via an MPSA Order Form and Training Plan Schedule.
	4.	Fleet Management.
Within ninety (90) calendar days following the Effective Date, Toshiba shall develop and thereafter maintain a comprehensive inventory of all Equipment that is discovered through Toshiba’s electronic discovery tool:
(a) equipment and network connections and infrastructure used by Toshiba to provide the services;
(b) equipment, software and network connections and infrastructure used by Customer in connection with the Services. Toshiba shall provide an electronic copy of such inventory to Customer upon request.
5. Services & Help Desk
5.1. In general, Toshiba is responsible for providing Services for Customer’s networked Equipment identified through Toshiba’s remote electronic discovery tool.  

5.2. Toshiba’s responsibilities include:
· To troubleshoot for the repair of the equipment and to attempt a phone resolution if one is available
· To provide on-site break fix services for technical hardware issues that cannot be resolved remotely
· Toshiba will provide all the support and materials necessary to maintain covered Existing Equipment in operating condition
· To bear financial responsibility for all time, material, and travel associated with break / fix activities 
· Next business day break-fix service: Toshiba shall provide response times for new Toshiba Product within 4-8 hours, and shall average an on-site response to a service call within four (4) business hours.  For other non-Toshiba new Product, Toshiba shall provide a next business day response time.  Customer shall assure that Toshiba’s Servicing Providers have reasonable access to Product.   If Product cannot be repaired within two (2) business days, a loaner machine with a model of equal or better features and specifications will be provided.
· To restore malfunctioning equipment to good working order during the Service Hours of 8:00 am to 5:00 pm, Monday through Friday -  Holidays Excluded
· To provide toner required for the normal operation of equipment
· To meet reasonable security requirements identified by Customer
· To provide a status upon call completion to the on-site service requestor (End-User or representative of End User) prior to leaving the Customer’s site

5.3. Toshiba is not responsible for:
· Adjustments, repairs or replacements made necessary resulting from non-Toshiba Third Parties performing any maintenance, repair or replacement
· Failures or damage resulting from accident, neglect, misuse, failure or inadequacy of electrical power or air conditioning or humidity control, or any causes other than ordinary use of the equipment
· Damage to equipment that is placed in an area that does not conform to manufacturer’s electrical and environmental requirements
· Failure due to improper telephone or electrical power Acts of God, lightning or other incidents of excess voltage or power surges
· Repairs necessary when Customer modifies, relocates, damages (including without limitation, unavoidable accidents) abuses or misuses the equipment (including without limitation, the spilling of toner or other substance in the machine) and the breakage of lids, hinges, cassettes, etc.
· Repairs necessary when equipment is altered, tampered, or interconnected with non-compatible Equipment
· Repairs relative to connectivity to the device
· Providing cabling required to connect the printer to the network
· Installing any customer-replaceable consumables including but not limited to paper and toner

5.4. Customer’s responsibilities are:
· To provide reasonable access to the equipment 
· To provide reasonable notice prior to Toshiba if a service request is cancelled 
· To notify Toshiba of any required security requirements as required by Customer
· Support the diagnosis of malfunctioning devices by engaging by phone and/or in person with Toshiba technical support personnel as needed

6. Help Desk
6.1. Help Desk Services are those services required to coordinate and respond to problems and service requests made by Customer in the United States.  Toshiba shall be responsible for providing, direct or indirect Help Desk access with begin-to-end logging, tracking, resolution and reporting of service calls.

6.2. Toshiba’s will perform the following:
· Toshiba will provide Help Desk support for equipment
· To provide on-line and toll-free dispatch services to Customer 
· To provide access to Toshiba’s portal for the purpose of placing service calls
· To provide an estimated time of arrival for all service calls

6.3. Customers’ Responsibilities are:
· To make all service calls through Toshiba’s GSP or toll-free phone number
· To convey the end user name and location
· To convey the model type and serial number
· To convey the nature of the service call whether it is a problem or failure
· To promptly return any calls that Help Desk was unable to reach live

7. Vendor Managed Supplies
7.1. [bookmark: OLE_LINK5][bookmark: OLE_LINK6]Toshiba responsibilities are to: 
· Fulfill all orders for supply replenishment under the Billing Program F.O.B. destination
· Fulfill supply orders within three-days of order
· Provide access to the Toshiba GSP, with a single sign-on, for the purpose of ordering all supplies

7.2. Customer responsibilities consist of:
· Provide secure and environmentally appropriate storage for all supplies
· Customer will order supplies as required through Toshiba’s GSP and will instruct Customer employees to order such supplies through Toshiba’s GSP
· Installation of toner and other customer installable consumables
· Ensuring that all supplies ordered on behalf of Customer are protected against theft or misuse

8. Parts
Part(s) used in the repair of equipment will be new or refurbished, equivalent or better-than-new in functionality and are not necessarily brand name specific.  Replaced parts become the property of Toshiba.        

9. Additional Activities 
9.1. [bookmark: _GoBack]Toshiba is not obligated, but may at its discretion and Customer’s approval perform the following services and charge the Customer a time and material rate of $150 an hour for services associated with the following:

· Adjustments, repairs or replacements made necessary resulting from non-Toshiba Third Parties performing any maintenance, repair or replacement; 
· Failures or damage resulting from accident, neglect, misuse, failure or inadequacy of electrical power or air conditioning or humidity control, or any causes other than ordinary use of the equipment;
· Damage to equipment that is placed in an area that does not conform to manufacturer’s electrical and environmental requirements;
· Failure due to improper telephone or electrical power Acts of God, lightning or other incidents of excess voltage or power surges; 
· Repairs necessary when Customer modifies, relocates, damages (including without limitation, unavoidable accidents), abuses or misuses the Equipment (including without limitation, the spilling of toner or other substance in the machine), and the breakage of lids, hinges, cassettes, etc., 
· Repairs necessary when Equipment is altered, tampered, or interconnected with non-compatible Equipment.

9.2. Outside of the Service Hours.    After-hour services, weekend and Holidays are considered out-of-scope activities that do not fall within the Service Hours.   Toshiba, at its discretion with Customer’s consent and direction, may provide the out-of-scope services, provided that proper authorization is received from Customer. These services will be billed separately to Customer and the amounts so billed will be payable to Toshiba according to the then current NASPO ValuePoint Master Agreement pricing.   

9.3. Network/Software/Other/Supply Replacement.  Requests for the following types of services are out-of-scope and may be performed at Toshiba’s discretion with Customer’s consent, direction and proper authorization.  In the event Toshiba is willing to perform the tasks, Customer shall be billed in addition to time spent and distance traveled fees for:   (a) Driver support for single or individual user software applications (Toshiba will provide installation support for two workstations upon new equipment delivery), (b) Service requested to replace consumable items such as but not limited to printer supplies (paper, ink cartridges and toner), power strips, and batteries. 

10. Asset Management. 
Within ninety (90) calendar days following the Effective Date, Toshiba shall develop and thereafter maintain a comprehensive inventory of all Equipment that is discovered through Toshiba’s electronic discovery tool: (a) equipment and network connections and infrastructure used by Toshiba to provide the services; (b) equipment, software and network connections and infrastructure used by Customer in connection with the Services. Toshiba shall provide an electronic copy of such inventory to Customer upon request. 




NASPO ValuePoint – Toshiba MPS SOW	
image1.png
TOSHIBA

Leading Innovation >>>




