
ATTACHMENT 4
LEXMARK STATEMENT OF WORK TEMPLATE
for
NASPO MASTER AGREEMENT # / 
PARTICIPATING ADDENDUM #
between
LEXMARK INTERNATIONAL, INC.
and
PURCHASING ENTITY
[bookmark: _GoBack]
This Statement of Work (the “SOW”), effective as of the date of last signature at the end of Section 13.0 below (the “Effective Date”), is intended to be one of several Statements of Work to become effective under NASPO Master Agreement # / Participating Addendum # between Lexmark International, Inc. (“Lexmark”) and _______________ (“Customer”) dated _____________ (the “Agreement”). Each Statement of Work, in conjunction with the terms of the Agreement shall constitute a separate agreement, distinct from any other. The terms of this Statement of Work shall not apply to or become part of another Statement of Work, except that the terms of the Agreement shall pertain to all.
[bookmark: _Ref513643642]DEFINITIONS
“Actual Volume” means the number of printed Pages actually produced on a Managed Output Device in accordance with this SOW.

“Assessment Services” means the services as described in Section 5.0 of this SOW.

“Asset Management Services” means the services described in Section 9.0 of this SOW.

“Asset Term” means, as to each Output Device, the period beginning on the date of its installation and continuing for the number of months indicated in [Table].

“Business Day” means the time between 8:00 AM and 5:00 PM in the time zone where the Services will be performed, on any day (other than a Saturday, Sunday, or statutory holiday), unless otherwise specifically agreed herein.

“Consumables” means Lexmark toner cartridges (manufactured from new and/or refurbished components) and other supply items, excluding media (E.g. paper, check stock, transparencies, labels, envelopes, etc.).

“Consumables Management” means the services as described in Section 9.5 of this SOW.

“Customer Locations” means the locations listed in Attachment B to this SOW. 

“Customer Replaceable Unit” or “CRU” means Consumables and trays where the Customer is responsible for providing the labor to physically change out the replacement part supplied by Lexmark. 

“Deployment Principles” means as defined in Section 5.0.

“End of Service Life” (EOSL) means the date upon which Lexmark will no longer have spare parts available and will no longer be able to provide Maintenance Services as described in this SOW.

"Existing Devices" means existing Customer printers and multi-function devices not provided to Customer under this SOW.


“Lexmark Data Collection Manager” (LDCM) means the hardware, software, applications, and firmware used by Lexmark for the collection of printer information.

“Maintenance Services” means services as described in Section 11.0 of this SOW.

“Managed Output Device” means a networked Output Device or Existing Device subject to the Services as described herein.

“Meter Read" means the lifetime Page count information that is obtained from each Managed Output Device.

“Operational Readiness” means the date that Lexmark is operationally ready to provide Asset Management Services, Consumables, and Maintenance Services in relation to Managed Output Devices.

[bookmark: _Hlk118285085]“Output Device” means a new Lexmark printer or multi-function device provided by Lexmark or Lexmark authorized agents under this SOW.

“Page” means an image on one side of a single sheet of paper.

“Party” means Lexmark or Customer individually; “Parties” means Lexmark and Customer collectively.

“Price per Page” means a price per Page made on a Managed Output Device.

“Printer Drivers” means the required Printer Drivers to support Output Devices.

"Proactive Device Notification Services" means the services described in Attachment D of this SOW.

“Recurring Charge” means the monthly charge specific to a Managed Output Device billed by Lexmark and to be paid by Customer during the Asset Term.

“Service Issue” means a ticket opened with Lexmark’s technical support center to restore functionality (excluding Consumables) with a Managed output Device at a Customer Location.

“Services” means those services as described in Section 2.1 of this SOW.

“SOW Term” means the period of time commencing on the Effective Date and ending on MM/DD/YY unless terminated sooner in accordance with the Agreement. The provisions of this SOW and the Agreement shall survive with respect to any Asset Term in effect as of the termination date.

“Staging” means space provided by the Customer, at the same site of installation of the Output Device.

“TSC Support Hours” means the time between 6:00 AM and 6:00 PM in the Pacific time zone, on any day (other than a Saturday, Sunday, or statutory holiday), where Lexmark’s Technical Service Center (“TSC”) is available for Customer to contact in support of Maintenance Services. 

“Yield” means the number of Pages that are capable of being printed from a single toner cartridge as determined by Lexmark specifications.
SERVICES OVERVIEW
[bookmark: _Ref513634402]As of the Effective Date of this SOW, Lexmark will provide Output Devices, Consumables, and Services as defined herein in order to assist Customer in the ongoing management of both Output Devices and Existing Devices designated as Managed Output Devices across Customer Locations. The Services to be provided by Lexmark include the following:
a) Project Management
b) Steady-State Governance
c) Assessment Services
d) Implementation Services 
e) Driver Deployment
f) Training Services
g) Asset Management Services
h) Consumables Management
i) Maintenance Services
j) Additional Services and Solutions
Project Management
Lexmark may, in the normal course of business, use subcontractors or agents to provide any or all of the Services outlined herein.
Lexmark will appoint a project manager as the primary point-of-contact to Customer for implementation of Services. Customer shall appoint a project manager as the primary point-of-contact to Lexmark for coordination and delivery of Services.
[bookmark: _Ref513642850][bookmark: _Ref21705324][bookmark: _Ref124323425]Services will be implemented in an agreed upon timeframe utilizing an agreed upon project plan. Parties will agree on a cadence for project status calls and ensure proper resources are made available. The agreed upon project plan will detail a planning phase, which is representative of the time required for Lexmark and End User to set up the infrastructure and processes prior to Operational Readiness.
[bookmark: _Ref33596217][bookmark: _Ref513644195]All changes to the project plan, Services and/or scope of effort described herein will be governed by the change control process as defined in Section 3.5 and 3.6.
[bookmark: _Ref513634490]The Parties may desire to modify the scope of effort or add / remove devices from the Agreement during the SOW Term. Any desired changes will be documented in an amendment to the Agreement.
[bookmark: _Ref513634497]Completed amendments will be submitted to the Customer for review and consideration. The Customer agrees to review the proposed amendment and will either accept and sign, edit, or reject the requested amendment within five (5) Business Days. Authorized representatives of the Parties must agree in writing on any adjustment in price, resulting from a change in the scope of Services, prior to implementing the change.
Customer agrees to participate in Lexmark deployment survey process in order to provide feedback on Lexmark performance.
[bookmark: _Ref54874967]Steady-State Governance
Lexmark governance process includes monthly operational summaries of performance as well as strategic business reviews.
Lexmark will provide Customer access to visualizations and summaries of Customer data in the form of charts and graphs related to Managed Output Devices, Pages printed, IMAC (installs, moves, adds, and changes) activity, Customer incidents escalated to Lexmark for support, and billing. The visualizations and associated data will be available via the Customer Governance Portfolio (“CGP”) defined in Attachment C. 
Any Customer requests for reports outside the CGP shall be made in accordance with Sections 3.6 and 3.7 and may be subject to additional charges. 
[bookmark: _Ref2323436]In order to provide continuous improvement to Customer under this SOW, Lexmark and Customer will conduct Strategic Business Reviews (”SBR”) in order to identify and implement improvements. 
[bookmark: _Ref2323443]This requires Customer line of business and process owner’s attendance to discuss business process optimization opportunities. 
Customer also agrees to participate in annual customer satisfaction survey process in order to provide feedback on Lexmark performance.
[bookmark: _Ref513634357]ASSESSMENT SERVICES (OPTIONAL)
Lexmark will develop recommendations on how Customer may effectively transition from its current output environment to a desired future state. Lexmark assessments will apply an agreed upon set of Deployment Principles to the Customer Locations, Existing Devices, and data points covered by the scope of this Agreement. Deployment Principles for future state design will consider such factors as:
a) Rule of availability
b) Proximity to users
c) Total cost of ownership
d) Physical layout
e) Work environment
f) Key applications
g) People to device ratio
h) Volume
Lexmark will perform Assessment Services for all Customer Locations listed in Attachment B. Physical site surveys will be conducted at specific Customer Locations specified as “On-Site” in Attachment B on a schedule to be determined and agreed to in writing by and between Lexmark and Customer in the project plan (Section 3.3). Remote surveys may be conducted in lieu of physical site surveys at Customer Locations specified as “Remote” in Attachment B or where mutually agreed. Lexmark will provide to Customer the deliverables as outlined in Section 5.3.
[bookmark: _Ref513643705]For On-Site assessment locations, Lexmark shall:
a) Collect specific data points relative to the Customer Locations, Existing Devices and network infrastructure,
b) Map locations of in-scope Existing Devices,
c) Analyze the information collected from the Existing Devices and information provided by Customer relevant to Existing Devices. If actual or reliable data is not readily available, various estimation methods may be used to complete the survey,
d) Generate future state recommendations for Output Device type, placement, and count based on Deployment Principles, 
e) Perform on-site work with Customer’s personnel participation during Customer’s normal Business Day hours unless prior arrangements are made with Parties.
For Remote assessment locations, Lexmark will:
a) Assist Customer in defining process to collect data on Existing Devices (i.e. surveys, software, phone interviews, etc.),
b) Analyze Customer provided data on Existing Devices; if actual or reliable data is not readily available, various estimation methods might be used to complete the survey,
c) Generate future state recommendations for Output Device types, placement, and count based on Deployment Principles.
Customer will perform the following in relation to Assessment Services:
a) All tasks reasonably necessary to enable Lexmark access to Customer Locations or information necessary to perform Assessment Services as described herein,
b) Provide points of contact with whom Lexmark will conduct site visits,
c) Provide headcount for each Customer Location,
d) Current state floor plans – Customer will provide Lexmark with current floor plan maps which specify office and cube locations for all in-scope locations and floors. The floor plans shall (i) when possible, clearly label the location of current power outlets, data jacks, and voice jacks, and (ii) be provided in electronic format,
e) Future state approval – Customer will define (with Lexmark assistance) and conduct approval process for submitted future state plans. The definition will include who is involved in approvals (by role, not name), turnaround time for approvals, and exception policies. Customer will conduct the approval process in the mutually agreed upon time frames and provide formal sign off on future state,
f) Site validation - Customer will define (with Lexmark assistance) and conduct the validation process. Customer will verify space, furniture, network and power requirements for the installation location of each future state Output Device. Customer shall notify Lexmark of any required changes to the installation location of future state Output Devices (moves, additional furniture required, etc.). Customer will then perform any work required to ensure network and power requirements are met prior to installation,
g) Site Readiness - Customer will notify Lexmark project manager that all necessary validation work has been completed and the Customer Location is ready for Lexmark to install,
h) Notify Lexmark through the change request process in 3.5 and 3.6 when requesting to deviate from future state site packs that have been approved by Parties.
IMPLEMENTATION SERVICES
Customer will provide Lexmark with written authorization in the form of a purchase order as described in Section 13.2 to begin Implementation Services including the provision of all Output Devices. 
The locations and timing of the installation of Output Devices during Business Days will be agreed to in writing per Section 3.3 between the Parties. Customer will provide Lexmark with contact details of all key Customer personnel responsible for implementation at each Customer Location.
If Customer delays, postpones, reschedules, or cancels any scheduled installation with less than ten (10) Business Days’ notice, Customer will be invoiced for any charges incurred by Lexmark on a pass-through basis.
Lexmark will be responsible for:
a) Delivery of the Output Devices to the Staging area, and then to each Output Device’s designated location within the same building,
b) Assembly of the Output Devices,
c) Testing of the Output Devices by printing a test/setup page,
d) Configuration of the IP address and/or hostname provided by Customer,
e) Configuration of device firmware and security as agreed upon by Customer,
f) Connection of the Output Devices to the Customer network,
g) Dunnage and pallet removal.
Customer will be responsible for:
a) Supplying Lexmark with appropriate documentation and/or contact(s) responsible for coordinating installation of the Output Device and knowledgeable of Output Device locations in accordance with the approved future state as outlined in Section 5.0 in order for Lexmark to perform the installation(s) at each Customer Location,
b) Preparing the physical site for the installation of Output Devices including providing required electrical requirements - i.e. 110V/220V 20-amp circuit, appropriate network cables and phone cables, appropriate network drops and fax line located near and for the networked Managed Output Devices, and an appropriate, structurally sound surface upon which to place the Managed Output Device, including floor spaces needed for each Output Device (specifics to be provided by Lexmark during project governance),
c) Payment of all subsequent transportation, logistics and/or restocking charges for additional shipping, delivery, and/or storage should Customer refuse delivery at any Customer Location for a mutually agreed shipment delivered during a Business Day,
d) Supplying a Staging location at each Customer Location designated for Output Device installation, where Output Devices can be unboxed, assembled, configured and potentially tested at least five (5) Business Days prior to the start of the installation. Such space shall be of appropriate square footage to accommodate the number of Output Devices designated for installation at that location. Staging is also applicable to the Customer’s Existing Devices being de-installed at the time of Output Device installation,
e) Supplying IP address and/or hostname details, to Lexmark in writing no later than five (5) Business Days prior to the first installation of Output Devices, and no later than five (5) Business Days prior to any subsequent installations,
f) Installation of any printer queues or Printer Drivers,
g) Providing to Lexmark any site readiness documents specified in the project plan.
[bookmark: _Ref513634630]An Output Device will be designated as a Managed Output Device upon completion of installation.
[bookmark: _Ref526932621]Except for Output Devices purchased by Customer, at the expiration or termination of the Asset Term of an Output Device, Customer will ship the Output Devices to locations specified by Lexmark within thirty (30) calendar days of de-installation. Customer will provide Lexmark the following shipping documentation for each Output Device returned:
a) Model of Output Device,
b) Serial number of Output Device,
c) Destination address.
[bookmark: _Ref517095940]Hard disk drive removal:
[bookmark: _Ref526926418]For a Lexmark Managed Output Device or a Lexmark Existing Device that Parties have mutually agreed to decommission and have Lexmark remove from a Customer Location, Lexmark will remove the hard disk drive and leave the hard disk drive with an onsite Customer representative. Customer will acknowledge receipt via signature on a Lexmark-provided form.  
DRIVER DEPLOYMENT
With respect to Printer Drivers, Lexmark will provide the Printer Drivers and recommended Printer Drivers configurations for Customer.
Customer will be responsible for distributing the Printer Drivers to the appropriate workstations, and for all workstation software.
[bookmark: _Ref517682650]TRAINING SERVICES
Prior to installation of Output Devices, Lexmark will provide Quick Reference Guide (“QRG”) documentation on Output Devices in electronic format for Customer to distribute to end users.
[bookmark: _Ref513647417]End User Training
Lexmark will provide up to one hour of training at each Customer Location at the time of installation where Output Devices have been installed.
Customer shall ensure that all appropriate personnel will attend and actively participate in the training.
[bookmark: _Ref513647426]Help Desk Training
Lexmark will provide:
a) up to two (2) 4-hour help desk training sessions on mutually agreed to dates and times.
b) Lexmark will provide electronic copies of the training materials for Customer’s use
Customer will provide a suitable environment and equipment necessary to facilitate training, either in-person or virtually.
Training requested in addition to that described in Section 8.0 is available at an additional charge, per the pricing in the NASPO ValuePoint Master Agreement.
[bookmark: _Ref515980894]ASSET MANAGEMENT SERVICES 
[bookmark: _Ref513647767]Customer will provide to Lexmark, in electronic format, the data which is necessary for Lexmark to build an asset management database for all Managed Output Devices. Customer will provide such data to Lexmark within ten (10) Business Days of the Effective Date. Managed Output Device data Lexmark requires assistance with include, but are not limited to:
a) Customer Location physical address information,
b) Key contact information including emails and phone numbers,
c) IP address or Host name.
Services will begin once Customer fulfills obligations as outlined in Section 9.1 and Operational Readiness has been confirmed by Lexmark. 
[bookmark: _Ref513721322]Customer is responsible for and will notify Lexmark in writing of all Managed Output Device relocations, removals, and changes within five (5) Business Days of such device changes.
[bookmark: _Ref119922777]LEXMARK DATA COLLECTION MANAGER
Lexmark’s ability to provide the Services requires the full functionality of the LDCM. Lexmark’s ability to provide Services requires that all Managed Output Devices are attached to the network where the LDCM will reside. Customer agrees to actively assist Lexmark in its efforts to deploy the LDCM such that it is fully functional within twenty (20) Business Days of the Effective Date. When technically possible over Customer’s network the LDCM will electronically capture, Meter Read information, network address, device alerts including toner low messages, and serial number for all Managed Devices configured for automated data collection in the Lexmark asset management system. 
[bookmark: _Ref29475183]Parties agree to install LDCM and the Lexmark Remote Management extension (“LRMe”) on a dedicated computing platform meeting the minimum specifications as outlined in the Lexmark-provided LDCM Reference Guide.
Customer acknowledges and understands that at the time of any incident there may be a potential loss of or delay in the provision of Services to Customer as provided by Lexmark pursuant to this SOW as LDCM is a critical component in the provision of the Services. Accordingly, until such time that an incident is resolved all affected Services to be provided by Lexmark under this SOW will be supplied by Lexmark on a commercially reasonable basis and any service levels contained in this SOW or the Agreement relating to the provision of the Services will not apply.
The continuation of Services may require manual processes to be implemented by Parties upon mutual agreement. Any changes will be addressed using the change control process as described in Section 3.5 and 3.6. 
Prior to the installation of LDCM on a virtual hardware platform, a defined test period will be determined by the Parties. The performance of LDCM will be monitored by Lexmark and Customer will be advised in writing of any issues or problems found by Lexmark during this period such that Customer has an opportunity to address these prior to actual implementation.
Lexmark does not license the LDCM to Customer or any subcontractor of Customer and Customer agrees to not use, copy, decompile, distribute, or otherwise disclose such LDCM and to ensure compliance of any Customer subcontractor to this provision.
Customer will provide Lexmark with secure remote access to the LDCM upon request for Lexmark to perform troubleshooting and maintenance tasks. Customer will provide outbound access to the internet from the LDCM server via port 443 to transmit data collected by LDCM to the Lexmark operations team via HTTPS.
Certain situations, for example, a segmented network within the Customer network, may require the installation of additional LDCM servers since a single server solution may not be able to query all Managed Devices across the Customer network. Lexmark may also recommend the use of cloud based agents in addition to or instead of additional LDCM servers. Lexmark will be responsible for aggregation of data if the information has to be collected on multiple instances.
Customer acknowledges and understands that Lexmark in the normal course of business will release updated versions of the LDCM software. Customer agrees to assist Lexmark in maintaining the LDCM(s) in Customer’s environments such that the version of LDCM software in place is no more than two revisions downlevel.
[bookmark: _Hlk21952586]Customer acknowledges and understands that Lexmark in the normal course of business will release updated versions of embedded firmware for the Managed Output Devices. If the embedded firmware version limits Managed Output Device functionality or prevents Lexmark from providing the Services, Lexmark may update the LDCM or require Managed Output Device firmware to be updated. If Lexmark determines a firmware update is required for the ongoing provision of Services, Customer agrees to update the firmware, with Lexmark assistance, of the affected Managed Output Devices.
[bookmark: _Ref513725932]Customer acknowledges that Lexmark may not be able perform certain Services if Customer changes Managed Output Device configuration settings impacting data collection (e.g. the SNMP community string, username, password, or PIN on the web page of a Managed Output Device) without providing prior notification to Lexmark.
CONSUMABLES MANAGEMENT 
Lexmark will:
a) When technically possible, detect the need for Consumables for Managed Output Devices,  
b) Ship Consumables to Customer,
c) In addition, provide a manual order process for Managed Output Devices via a Lexmark web portal to enable Customer ordering of Consumables at their discretion.
Customer will:
a) Provide Lexmark with contact information for key Customer supplies personnel for the duration of this SOW, updating such information as necessary for Lexmark’s performance of the Services
b) Receive all CRU’s and install them in the Managed Output Devices at Customer Locations,
c) Utilize only Lexmark-branded Consumables for the duration of this SOW,
d) Return all used Lexmark-branded toner cartridges to Lexmark for recycling via Lexmark Cartridge Collection Program (“LCCP”).  Utilize the LCCP container or bulk methods, where available, to enable standardized sustainability reporting. 
e) Not grant, bargain, sell or otherwise convey toner cartridges provided by Lexmark to any third party, as cartridges are licensed for one use by Customer
f) Pay for expedited shipping charges if expedited shipping was requested by Customer.
[bookmark: _Ref119580027]Price per Page rates are based on Consumables yields computed using International Organization of Standardization (ISO) standards. On a monthly basis, Lexmark will compare the Yield for Consumables shipped against Actual Volume (of Pages) produced on Managed Output Devices and report any differences to Customer. On a semi-annual basis during the SOW Term, if the Yield (for the Consumables shipped) exceeds the Actual Volume, Lexmark will bill and Customer will pay an additional fee equal to the amount of such excess Pages (Yield) multiplied by the Price per Page for the applicable Managed Output Device, as indicated for each Managed Output Device in Attachment A. This reconciliation will also be performed at the expiration or termination of this Agreement and any amounts due to Lexmark based on the reconciliation will be paid by Customer to Lexmark in accordance with the terms of the Agreement, and pricing per the NASPO ValuePoint Master Agreement. Manual orders (including buffer stock) for Consumables will be excluded from this calculation.
For Managed Output Devices where it is not technically feasible to detect the need for Consumables, Customer shall place a manual order for the Consumable and Lexmark shall invoice Customer for the purchase price of the Consumable. Consumables purchased by Customer using a manual order process are excluded from reconciliation calculations referenced in Section 10.3.
[bookmark: _Ref513717299][bookmark: _Ref118359294][bookmark: _Ref119915977]MAINTENANCE SERVICES
Lexmark will provide a Next Business Day (“NBD”)  restore Maintenance Service (where available) as described in this Section 11.0 for Lexmark-branded Managed Output Devices. Service levels for specific locations will be listed in Attachment B: Customer Locations.
For Maintenance Services, Lexmark will: 
a) Provide a toll free and designated call routing number to Customer for Maintenance Services,
b) During TSC Support Hours, staff the toll-free number as described above or if Lexmark is not reached live, call the Customer contact requesting Maintenance Service,
c) Determine the specific cause of the Managed Output Device Service Issue,
d) Initially, provide for resolution of the Service Issue remotely, or, if Lexmark is unable to resolve via telephone, Lexmark shall schedule and dispatch a service technician to the Customer Location to repair or replace the Managed Output Device as further described herein,
e) Resolve Service Issue remotely, through on-site repair, or replace the Managed Output Device at Lexmark discretion.
Customer will:
a) Determine if an incident reported by an end user is due to a Managed Output Device failure,
b) Log all Managed Output Device incidents in Customer incident management system,
c) Resolve incidents not directly related to Managed Output Devices without Lexmark assistance,
d) Clear all paper jams,
e) Create a Service Issue by escalating Customer incidents that cannot be resolved by Customer to the Lexmark technical support center providing all information captured in the Customer’s help desk including, but not limited to, the following: 
i. Managed Output Device serial number,
ii. Managed Output Device model type,
iii. Error code message as seen on the Managed Output Device user panel,
iv. Clear written description of the fault found in local language.
f) Participate in the Managed Output Device diagnosis process with the Lexmark technical support center,
g) Provide suitable on-site access to Lexmark service technician.
[bookmark: _Ref2331230]With respect to Lexmark-branded Managed Output Devices:
a)	The device will be repaired within the timeframe indicated in Attachment B: Customer Locations or if required, the Parties can discuss the need for a replacement Managed Output Device.
b)	Lexmark will ship and install preventative maintenance kits for Lexmark-branded Managed Output Devices in accordance with Lexmark recommended maintenance kit intervals. 
[bookmark: _Ref3553462][bookmark: _Ref2332085]Lexmark will provide the following service level target
For Service Issues received prior to the local cutoff time of 5:00PM (at the location of the Managed Output Device), Lexmark will address within the timeframe indicated in Attachment B: Customer Locations.
For Service Issues received after the local cutoff time of 5:00PM (at the location of the Managed Output Device), Lexmark will address within the timeframe indicated in Attachment B: Customer Locations plus one Business Day, or sooner if commercially reasonable.
Next Business Day ("NBD") on-site Maintenance Service is not available in all areas. Customer Locations in a second Business Day ("2BD") or third Business Day ("3BD") area are indicated as such in Attachment B: Customer Locations. For the avoidance of doubt, the applicable service level target for each Customer Location is indicated in Attachment B: Customer Locations.
[bookmark: OLE_LINK2]If during the Asset Term of a Managed Output Device provided by Lexmark or Lexmark authorized agents under this SOW, Lexmark deems the device to be unrepairable, the device will be replaced with the caveats listed below:
a) Lexmark reserves the right to replace with a new or refurbished Managed Output Device,
b) All shipments will be based on the availability of replacement Managed Output Device and shall be shipped to Customer via the most expedient means available,
c) Lexmark will arrange for pick-up of the original Managed Output Device for return shipment to Lexmark.
If the Managed Output Device includes features, the Maintenance Service covers the features only when installed on the Managed Output Device model for which they were designed.
Maintenance Service is not a guarantee of uninterrupted or error-free functioning of Managed Output Devices. Maintenance Service does not include repair of failures caused by use not in conformance with Lexmark published specifications or by non-authorized parties to include but not limited to:
a) Misuse, neglect and/or any other physical damage intentional or accidental.
b) Modifications or additions to the device unauthorized by Lexmark.
c) Inappropriate operating environment and conditions including temperature, air quality and humidity, that fail to meet technical specifications.
d) Lack of information resulting in an intervention with no fault found and/or for which the fault could have been fixed by phone, such as a simple clearance of paper jams.
e) Printing materials not authorized by Lexmark.
f) Maintenance or repair work performed by Customer or providers not authorized by Lexmark. 
g) The use of non Lexmark supplies (including, but not limited to, toner cartridges, accessories, installations and replacement parts).
h) Failure to give written notice of defect promptly after discovery.
i) Issues with Customer’s network infrastructure
Predictive Services: In conjunction with Maintenance Services, Lexmark will implement Predictive Services on compatible Lexmark-branded Managed Output Devices.
a) Lexmark will:
i. Monitor Customer Managed Output Devices for cues that indicate a potential upcoming service issue and attempt to resolve,
ii. Proactively create service request tickets as pending issues are detected and predicted.
b) Customer will:
i. Provide Lexmark electronic access to Managed Output Devices through a secure remote connection or other means for optimal capability to reduce resolution time.
ii. Provide ability for Lexmark to use a secure remote connection to make adjustments to Managed Output Device settings as well as restart the device as needed in the effort to resolve service issues proactively.
ADDITIONAL SERVICES AND SOLUTIONS
Lexmark will assist Customer with the installation and integration of the following additional services and solution applications: 
a) Proactive Device Notification, in accordance with Attachment D,
[bookmark: _Ref22288758]FEES AND PRICING
[bookmark: _Ref533759743]Ordering under this Agreement shall be conducted via purchase order (“PO”) issued by Customer to Lexmark prior to implementation or installation activities. The PO must include the information listed below:
a) PO number,
b) PO date of issuance,
c) Vendor name and address,
d) Ship-to address, including contact name and phone number,
e) Bill-to address, including contact name and phone number,
f) If product, then product part number and specific product description,
g) Specific quantity of each item,
h) Unit price per part number or per service,
i) Extended unit price by part number/service (quantity x unit price),
j) Shipping - in accordance with the Agreement and SOW,
k) Payment - in accordance with the Agreement and SOW,
l) The words: "All terms and conditions are in accordance with the Master Service Agreement and the Statement of Work dated _____________, 20___."
m) Authorized signature on the PO.
[bookmark: _Ref513644857]Customer will provide Lexmark with a PO no later than the month prior to the end of their current fiscal year end for the annuity billing of the following fiscal year. If the Customer fails to meet this obligation, Lexmark will invoice for the Services, and the initial invoice date will serve as the start date for the agreed upon payment terms. In the event Customer fails to meet this obligation and issues a subsequent PO after Lexmark has invoiced under the prior PO, Lexmark will not be responsible for reissuing the invoice for the subsequent PO. Customer will provide Lexmark the PO balances or effective period so we may track it in our systems.
Available Output Device accessories are listed at Lexmark.com and may be purchased at prices 30% below the retail price.
Lexmark will bill Customer per the terms of the Agreement. Such billing shall be retroactive to:
a) The installation date of an Output Device,
b) The date an Existing Device is designated as a Managed Output Device.
In the event that an Output Device is delivered to Customer but not installed within ten (10) Business Days, through no fault of Lexmark’s, that Output Device shall be subject to invoicing as described in Section 13.7.
Pricing is as indicated in Attachment A - Pricing. Recurring Charges and Price per Pages are specific to the Managed Output Device model. Any changes required to the pricing of Attachment A may be made only upon mutual agreement of the Parties via the change control process defined in Section 3.5 and 3.6.
[bookmark: _Ref1744036][bookmark: _Ref513718633]Each month, for an Output Device, Lexmark will bill Customer for:
a) The applicable Output Device Recurring Charge for hardware and Services,
b) Actual Volume produced on each Output Device at the applicable Price per Page. The charge for Actual Volume begins with the first Page produced on the Output Device. 
Non-networked Managed Output Devices shall not be included in the Price per Page billing model and shall instead be billed on a per cartridge pricing basis provided in Attachment A: Pricing. 

IN WITNESS WHEREOF, Lexmark and Customer have caused this Statement of Work to be executed by their respective authorized representatives as of the last date written below.

	Customer:
PURCHASING ENTITY NAME


By:						
Name:						
Title:						
Date:						
	Lexmark:
LEXMARK INTERNATIONAL, INC.


By:						
Name:						
Title:						
Date:						





ATTACHMENT A:  Pricing


ATTACHMENT B:  Customer Locations
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ATTACHMENT C: CUSTOMER GOVERNANCE PORTFOLIO REPORTS

This is a list of reports available on reporting.lexmark.com. Reports cover the previous 13 months from the current month and are not downloadable.


	Report
	Description

	Consumables Summary
	In this summary we will show you the monthly consumables transaction history to include LDCM (automated), web (manual), and trending related to consumables transactions.

	Customer Metrics Scorecard
	This is a summary of key performance metrics for agreed upon service level agreements and includes trend information for fleet availability, service response, resolution, and restore rates, predictive service rates (if this service is chosen), remote fix rates, and consumables delivery and shipment metrics.

	Fleet Summary
	This summary will show you asset details such as agreements, age, products, locations, and monthly meter read information.

	Invoice Summary
	This summary shows monthly history of pages printed and spend with a breakdown of mono, mono on color, and color pages printer per month both at an aggregate level and at the individual device level. You can also view a summary of spend by MPS recurring, MPS toner – stand alone, and MPS usage.

	IMAC Summary
	This is a summary of install, move, add, and change (IMAC) events per month and a table of each IMAC event over a 13-month period.

	Service Summary
	Dashboard that shows the total number of service incidents per month broken out by field service fixes and remote fixes. Also includes a table with detail by incident. Dashboard that shows the number of service incidents per month broken out by service incident category. Summary report with tables that show the Top 10 assets based on field service fix incidents and remove fix incidents. Summary report that shows subcategories of predictive service incident resolution type: remote (predictive), remote (non-predictive), field service (predictive), and field service (non-predictive).






ATTACHMENT D: PROACTIVE DEVICE NOTIFICATION

Proactive Device Notification (“PDN”) displays the latest known service request and toner order status on the operator panel of a Lexmark Managed Output Device. Lexmark will provide PDN for PDN-supported Lexmark Managed Output Devices when technically possible and when the following conditions are met:
a) Operational Readiness has been achieved,
b) All required LDCM’s are installed with LRMe and configured in accordance with Lexmark-provided minimum specifications.
c) Lexmark Managed Output Devices need to be accessible via the network using SNMP, mDNS, HTTP and HTTPS protocols. 
d) Device authentication credentials to allow Lexmark to post messages to the device.

The agreed upon project plan specified in Section 3.3 will detail the actions required above, the specific timeline for those actions, and the personnel responsible for ensuring PDN is implemented and functioning properly.  
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