
Maintenance Agreement Overview 
THIS AGREEMENT is entered into on __________________________ by and between Assurance Media, LLC., located 
at 590 Century Blvd Suite B, Wilmington DE 19808, hereafter referred to as the “Assurance Media,” and 
_______________________________, the owner or designated owner representative, hereinafter referred to as the 
“Customer”. 
 
The parties wish to enter into an agreement to define the terms and conditions under which Assurance Media will provide 
Audio Visual System Maintenance Support and related services to the Customer. 
 
The parties hereby agree as follows:  
 
Assurance Media agrees to provide the following Audio-Visual Conference Room support services and priority response 
to Customer during the term of this Agreement.  
 
ASSURANCE MEDIA’s technician skills will be matched to the nature of the response needed. Assurance Maintenance 
support includes access to ASSURANCE MEDIA’s Assurance Advantage website, providing Web and phone support, 
online ticketing, and access to documentation.  
 
Response Service and Conditions 
Onsite support, remote support, telephone support, or Web-based support is included in the pricing as detailed herein. 
The service fee covers these services EXCEPT for out-of-scope services as detailed below. 
Out-of-scope services or work performed beyond the hours specified above will be billed at a flat hourly rate as specified 
herein (two-hour minimum plus one-way travel time). Out-of-scope services shall be defined as: 
Non-covered Equipment during Service Call: If services are rendered for non-covered equipment during a covered 
incident, then only those hours spent working on the uncovered equipment shall be billed.  
Example: New, undocumented conferencing telephone placed on conference table without advanced notification of the 
incorporation of device into service.  
Wiring/Cabling Services: Installation or replacement of wiring/cabling outside of the conference room which may support 
the conference room system is not covered by this Agreement. Wiring/cabling may be troubleshot to determine the cause 
of a failure; however, if replacement is required, it will be quoted separately.  Device patch cords and intermediate 
connections are covered.  
Example: Cable connectivity traversing building premises to which may require high reach, conduit, tracers, or other 
building infrastructure modifications.  
Technical/Administrative Support Out-of-Hours: Non-disaster-related support requested out-of-hours is not covered 
under this Agreement and will be billed separately at 1.5 times the normal hourly rate. 
4 Hour Emergency Response for “Key” System Components / Rooms 
Priority telephone support as indicated for any Total System Outage incident pertaining to the covered equipment on a 
Gold Service Plan. 
8x5 Monday through Friday four-hour priority telephone response  
8x5 Monday through Friday next business day priority onsite response 
System administration, hardware moves, new user setup, and end user trainings, are examples of tasks that are not 
considered disaster-related and are handled under the terms of the Technical Support section below. 
 
“Key” Conference Room Priority Response Coverage 
The following is a list of rooms covered under our 4-hour priority response “Total System Outage” coverage. 
Contract Detail 
Audio Visual Equipment 
Replacing Broken Equipment: 
Certain items are covered under one response time, and others under a longer response time. For example, a second 
display failing in a conference room may be replaced during the next maintenance visit, while a primary display may 
require next business-day replacement. This is all dependent on the criticality of the covered system, the maintenance 
budget, and determinations between Customer and Assurance Media. 
 
Maintenance 
Operational Testing: Assurance Media will perform use case operational testing on the covered conference rooms. The 
frequency of this depends on climate, but is normally no less than once per year.  
 
Camera, Display, & Audio Checks: The cameras current fields of view, image quality, PTZ movements, sound levels, 
and microphone sensitivity will be checked and evaluated for effectiveness. If they have deteriorated, whether through 
use, or environmental changes, recommendations will be made for replacements. Upon the need for replacement, a new 
design and cost proposal will be provided. Once it has been determined that a room no longer meets the intended 
purpose but does not have defective hardware subsequent service request are invalid until the room is brought into 
compliance with operational efficiencies.  
 
Firmware Updates: Device firmware updates are included on an as needed basis, unless there is a definite reason to 
upgrade it, such as bug fixes for a specific issue or recommended security enhancement. The customer may request new 
firmware be installed at any such time.  
 
Compute Hardware Maintenance: Two (2) times yearly, Assurance Media will check on a regular basis at maintenance 
intervals as well as at the customer request or as part of an automatic alert monitoring application the current status of 
servers, matrix switchers, or other processor-based hardware.  
Tasks:  
Inspecting and removing control modules and removing dust,  
Making sure power cords are secured, etc.  
Software side: log files will be reviewed and checked for any unexpected errors or indications of poor health.  
Software parameters such as VoIP credentials.  
Settings will be checked to make sure the customer's desired or required control permissions are adequate. 
 
 
Patches and Software Updates: Service contract includes upgrading the system to the most current Software versions 
as long as the product is supported by the manufacturer and a valid manufacturer support agreement is in place and 



covered under this agreement. This is normally not done immediately when they are released, but instead on a scheduled 
basis, during the next maintenance visit or as per request. In some cases, new versions are only applied if a desired 
feature not previously present is not supported, or features to which the customer wants to use are added. 
 
Operating System Updates: Service contract includes updating the system with any security updates or patches 
deemed necessary or recommended by the operating system manufacturer as long as the product is supported by the 
manufacturer and a valid manufacturer support agreement is in place and covered under this agreement. This is normally 
not done immediately when they are released, but instead on a scheduled basis, during the next maintenance visit, or as 
per request. In some cases, new versions are only applied if the desired feature is not previously present or a security 
vulnerability exists. Please note the Operating system updates are hardware-dependent and may not be compatible with 
the latest operating system software. OS version changes are not included. 
 
Wireless Maintenance: In wireless systems, cordless handheld microphones, wearable lapels, in/on ear mics, portable 
display adapters and other devices where normal wear and tear are expected are not included as covered maintenance 
replacement items. Should replacement be required, these items will be invoiced as needed and itemized individually.  
 
Refresher Training: Refresher training for operators and maintenance staff is included on a per request basis.  
 
Response 
Assurance Media will respond in the slated service level agreement to the extent afforded by reasonable means to re-
establish customer contact, attempt remote connection and diagnosis, dispatch field service personnel, field diagnose the 
failure, attempt immediate repair, replacement, or temporary remedy to the extent of the responding field service 
personnel’s ability. If such attempts are unsuccessful in a satisfactory manner, Assurance Media will work with our 
vendors, partners, and manufacturers’ representatives to develop a course of action for the fastest response reasonably 
available to make repairs. At no time does “response time” mean an immediate resolution to the current issue under 
circumstances out of our immediate control. For instance; but not limited to, display, controller, and/or device replacement; 
a) when a crash kit or replacement is not readily available, b) a malfunctioning screen, projector or component may 
require a high reach access after initial troubleshooting has been attempted.  
 
Assurance Media Services Contract holders include priority response over all other ongoing service and project-related 
business matters currently being serviced by Assurance Media. 
 
Customer Requirements 
 
Site Availability, Contact List, and Customers Responsibility 
The customer must provide reasonable access to Assurance Media by allowing access to site, affected room, associated 
facilities, network rooms, network connections, passwords, and personnel during the course of the repair efforts. In 
addition, customer agrees to provide timely response to Assurance Media when requesting diagnosis information, room 
availability, site scheduling and other triage and mobilization discovery.  
 
Remote Access & Monitoring 
Assurance Maintenance Services require internet access for effective maintenance monitoring. For those customers with 
restricted internet access, local Monitoring software must be installed in the customer’s network to maintain effective 
device monitoring and remote support. Customer agrees to provide a compatible server or virtual server meeting the 
specifications required of the Connectwise Control Software. 
 
Both companies, in accordance with existing security policies, shall closely control remote access. Remote access shall 
be used in conjunction with phone support to obtain a clear picture of the problem and in an effort to correct issues as 
quickly as possible as they arise. Customer is responsible for providing remote access through internet or VPN for each 
system covered under this Agreement. 
Primary Conference Room 
The customer agrees to complete the Primary Conference Room listing in Appendix B for priority response 
 
Site Contacts & Authorized Requestors 
The customer agrees to complete the authorized requestors and register for the Assurance Advantage ticketing system. 
Create an account 
 
Material or Site Changes 
Assurance Media reserves the right, by written addendum, to adjust the remaining and/or future price of this agreement 
based on material changes to: a) the customer site, including but not limited to changes in size, scope, complexity or 
physical condition (collectively, “Scope Changes”), b) in the event of new or revised Federal, State, and local jurisdiction 
laws and or regulations (collectively, “Regulatory Changes”) governing the services provided or the cost to produce them.  
Regulatory Changes can include, but are not limited to, minimum wage increases and FCC regulatory changes, or c) the 
U.S. Bureau of Labor Statistic’s All-items, trailing 12-month Consumer Price Index increases by more than 4.0% (“Inflation 

https://docs.connectwise.com/ConnectWise_Control_Documentation/Get_started/System_requirements
https://asmsupport.myportallogin.com/


Changes”).  Proposed adjustments to contract pricing resulting from Scope Changes, Regulatory Changes, and/or 
Inflation Change will be sent in advance, in writing and become effective in the first month following the written notice. 
Progressive Rates and Service Improvements  
Maintenance Coverage shall include annual review were covered equipment is re-valued and an assessment of historical 
service costs are reviewed.  
 
Service Level Verification 
Assurance Media uses an online portal for customers to track performance metrics including turnaround time relating the 
current open tickets, recommendations, tickets tallies by month and by year. Each ticket includes the complete notated 
event history. Additional performance metrics available upon request.  
 
Service Credits 
Assurance Media agrees to provide the support as stated here-in and should we fail to provide the services as stated and 
to the customers satisfaction, the customer is entitled to the following credits and ability to terminate the agreement with 
credits. 
 
If a Service Level response is not achieved in any month and the failure is not excused in accordance with any clause 
here-in, then a service credit will apply in the amount of a 10% discount of the total charges payable in respect of the 
relevant month; provided that in no event, will the total service credits applicable in respect of any month exceed 30% of 
the total charges for that month. Service credits shall be the sole financial remedy available to the customer except in the 
event of 3 service level credits in a contract period trigger an agreeable means for termination for cause.   
 
If the Agreement is terminated for cause: (a) Customer will pay to Assurance Media any amounts that have accrued 
before, and remain unpaid as of the end of the current month as the effective date of termination; (b) any and all liabilities 
of either Party to the other Party that have accrued before the effective date of termination will survive; (c) Assurance 
Media’s obligation to provide any further Services to Customer under the Agreement will immediately terminate, except 
any Services that are expressly to be provided following the termination of the Agreement. 
 
 
 
Terms and Conditions 
Definitions 
“Administrative support” includes hardware resets, system programming, new user setup, training by Assurance Media personnel, and system backup. 
Training by Assurance Media personnel includes only basic administrator, end user, basic hardware implementation, and feature use. Training on 
adjunct devices may not be included. 
“Crash Kit” means a set of parts reserved for the Customer’s use that include items that are considered critical to maintaining an operational audio-visual 
system.  
“Customer” means Customer, its successors, and subsidiaries. 
“Disaster” means a failure of 50 percent or more of an individual conference room, overall connected system controller, primary room display or audio 
device to the system, a failure of the primary switching matrix server or controller, a failure of a primary processing module, a complete failure of the 
power supplies. 
“Assurance Media” and “ASSURANCE MEDIA” mean Assurance Media, LLC. 
“NBD” means next business day. 
“Out-of-Hours” means times outside of 8:30 A.M. to 5:00 P.M. Eastern Time, Monday through Friday, excluding Assurance Media scheduled holidays. 
“VPN” means Virtual Private Network created by the “Customer” for secured remote access by Assurance Media Personnel. 
 “Response” and “support” are not intended to imply or mean a specified time to resolution or repair of a problem, issue, service call, or outage. 
“Response” means telephone and/or onsite diagnosis support. 
Term, & Termination,  
The term of this Agreement shall commence on the Effective Date identified herein and shall remain in effect for the period of identified herein (“Initial 
Term”) from the Effective Date and shall terminate on the anniversary date of Agreement (“Termination Date”).  
Assurance Media may, at its option, terminate or suspend its obligations under this Agreement any time without notice for delinquency in payment of 
invoices related or unrelated to this Agreement in excess of thirty (30) calendar days. Assurance Media reserves the right to exclude from future 
coverage any item deemed to have reached the end of its effective usage, or requires repairs beyond the scope of this agreement. For example; 
projectors where replacement parts can no longer be sourced, underfloor wiring and other items where extensive ancillary repair is needed (walls, 
carpets, table tops etc.).  
Prior to the start date of this Agreement the Customer may cancel this Agreement in whole and receive a refund of any applicable prepaid amount.  
Within thirty (30) calendar days after the commencement, the Customer may terminate this Agreement in whole effective immediately subject to 
payment of a proportionate amount of the fees for thirty (30) days of coverage.  
The Customer may terminate this Agreement in whole effective immediately at any time during the current term upon thirty (30) days written notice to 
Assurance Media, subject to payment of a cancellation fee to equal to the lesser of: (a) the pro rata charges for the next twelve (12) months; or (b) the 
pro rata charges for the remainder of the current term. 
This agreement shall automatically renew yearly unless either party provides 60 days’ notice of termination. 
Service Provided 
Assurance Media agrees to furnish labor as necessary to fulfill this Agreement, subject to the terms and conditions contained herein. No product or 
equipment replacement, repair, or upgrade is covered by this Agreement unless included above. 
Services provided by this Agreement may only be modified by a fully executed addendum attached to this Agreement. 
Assurance Media will schedule non-disaster-related service on a commercially reasonable effort basis. Priority is given to contract Customers; however, 
a specific response time cannot be guaranteed. Assurance Media’ objective is to have a technician onsite the next business day. 
Service shall be provided during the normal business hours of Assurance Media' service facility, Monday through Friday, excluding weekends and 
holidays unless otherwise noted on Contract. 
Any products covered by this Agreement that are no longer supported by the manufacturer will be supported by Assurance Media personnel on a 
commercially reasonable effort basis. In the event current Assurance Media personnel are unable to resolve an issue with equipment no longer 
supported by the manufacturer, Assurance Media will be relieved of its responsibility for the equipment under this Agreement. Assurance Media will not 
be required to source or subcontract for the repair of the unsupported equipment. 
Issues, outages, or problems are supported on a commercially reasonable efforts basis utilizing Assurance Media personnel. Assurance Media will not 
be required to source support from outside parties for issues beyond the abilities of Assurance Media personnel employed at the time of the incident. 
Issues, outages, or problems affecting covered equipment involving non-covered or unsupported equipment will not be covered under this Agreement. 
Assurance Media may, at its discretion with Customer approval, attempt to resolve the issue as an out-of-scope repair.  
Please call 877-244-8997, submit a ticket to support@assurancemedia.com or open a ticket at to request service https://asmsupport.myportallogin.com/. 
Please have your customer’s name, address, and support sales order number (if applicable) available when you call. Service requests sent via e-mail to 



individuals email addresses will be handled with no guaranteed service level. The Customer understands that any disaster-related service requests must 
be made via telephone and submitted via email above or the support ticket site. 
Replacement of Parts/Equipment 
When Assurance Media replaces any parts, components, circuit boards, units, modules, or equipment, the replacement items become the property of 
the owner of the equipment and the replaced items become the property of Assurance Media. 
Service repair parts will be installed only after a designated representative authorizes the replacement of defective parts. All service repair parts for out-
of-manufacturer-warranty repairs will be covered under a separate Assurance Media or other vendor maintenance Agreement. This Agreement does not 
provide parts replacement at no cost unless selected as part of your coverage options and listed in Section 2.2. 
The Customer is responsible for safeguarding any software provided with the system. Assurance Media does not maintain an archive copy of the 
software provided to the Customer. Replacement software is not covered under this Agreement unless obtainable through support services available by 
the manufacturer. 
This Agreement does not include the creation or maintenance of a Crash Kit containing spare parts for the Customer’s systems. A Crash Kit can be 
quoted as a separate Agreement at the Customer’s request. 
Charges/Payment 
Payment shall be made lump sum or in advance via monthly billings for this Agreement as specified in this document. The Customer shall pay all 
invoices within 30 days of the date of the invoice and all payments shall be made in U.S. dollars without offset, reduction, or abatement. 
The Customer’s failure to pay according to the terms of this Agreement shall entitle Assurance Media, without prejudice to its other rights and remedies 
under this Agreement, to charge interest daily from the original due date at the rate of the lesser of 1.5% per month or the maximum amount permissible 
by law, suspend service, or both. The Customer shall reimburse Assurance Media for all reasonable costs incurred by Assurance Media in the collection 
of past due amounts. Including wire transfer fees, collection agency fees, reasonable attorney’s fees, and court costs. 
 
Charges for out-of-scope services will be provided at the hourly rate identified herein. Travel time, minimum billing, and overtime charges may apply as 
specified in this Agreement. 
All charges are exclusive of federal, state, municipal, or other government excise sales, use, occupational, or like taxes now in force or enacted in the 
future, which costs will be paid by Customer. 
Fees and rates are subject to review and change annually, effective the anniversary date of this Agreement. 
Exclusions 
Service provided under this Agreement is contingent upon the proper use of the equipment in an appropriate operating environment.  
This Agreement does not cover: (a) Damage to equipment due to accident, negligence, misuse, fire, humidity, temperature, rising water, failure or 
fluctuation of electrical power, accessories or attachments not covered by this Agreement, acts of war, terrorism, riots, theft, vandalism, or elements of 
nature (including but not limited to rain, snow, lightning, flood, windstorm, hurricane, hail, and earthquake); (b) equipment which has been subjected to 
unusual physical or electrical stress; (c) service required due to software or operator induced failure; (d) service which is required to comply with 
changes in requirements by insurers, shareholders, Customer management, vendors, or the laws or regulations of any governmental body or agency; 
(e) repair or replacement of expendable items are not covered under this contract; (f) modifications, alterations, or upgrades not required to return 
equipment to proper operating condition; (g) refinishing or replacement of external cosmetic parts including the cabinet and cabinet parts. 
This Agreement does not cover service; including additions or alternations performed by persons other than Assurance Media service personnel or 
approved subcontractors. Customer agrees to pay for Service required to restore equipment to proper operating condition and/or manufacturer's 
specifications due to unauthorized service. Customer agrees to reimburse ASSURANCE MEDIA a fee of $1000.00 per occurrence for inspection and 
reacceptance of equipment in addition to any fees required to restore the equipment to proper operating condition. 
Assurance Media reserves the right to refuse to perform service where a serial number has been tampered with or is missing and the equipment cannot 
be identified. 
Wiring or physical components of the internal infrastructure are not covered under the terms of this contract. 
Communication circuits, private or public, are not covered by this Agreement. 
Services performed repeatedly under this Agreement that are the result of a trouble, issue, or problem with another vendor’s systems or services, will be 
charged to the Customer as an out-of-scope issue. 
You agree to contact Assurance Media prior to moving any product. Assurance Media reserves the right to pass along additional costs to Customer that 
are a result of a moved product without proper notification. This condition also applies to the move of equipment by persons not employed or 
subcontracted by Assurance Media. 
This is NOT a security alarm monitoring contract intended to actively monitor for malicious events.  
Product Warranties and Limitation of Liability 
This Agreement is not intended to modify, replace, or extend any product warranties provided with the equipment. In the event of a conflict between the 
terms of this Agreement and the terms of any product warranty provided with the equipment, the terms of the product warranty shall govern. 
Assurance Media agrees to use commercially reasonable efforts to provide service required under this Agreement in a prompt manner, but in no event 
shall Assurance Media be liable for any damages or liabilities directly or indirectly caused by delays in furnishing service, length of downtime, temporary 
shortages or unavailability of replacement parts, or temporary unavailability of qualified service personnel at Assurance Media' office due to service calls 
received prior to Customer’s. No part of this Agreement is intended to guarantee a system or component will be repaired or returned to service in a 
specified amount of time. 
Customer understands and agrees that any loss of computer programs, data, video footage, or other data, whether occurring during the performance of 
service or otherwise, is not covered by this Agreement and that Assurance Media shall have no liability or responsibility to maintain or restore programs 
or data.  
Assurance Media will use commercially reasonable efforts to ensure programming performed by Assurance Media does not provide opportunities for 
fraud, eavesdropping, or un-secured access; however, Assurance Media shall not be liable for losses, expenses, or fees due to such fraud. This 
Agreement is not intended to indemnify the Customer against such fraud. The Customer may, at its option and expense, contract with the manufacturer 
of the system for a security review and indemnification. 
Assurance Media' sole responsibility under this Agreement shall be limited to providing qualified personnel. ASSURANCE MEDIA SHALL HAVE NO 
OTHER LIABILITY OR RESPONSIBILITY TO CUSTOMER OR ANY OTHER PERSON OR ENTITY WITH RESPECT TO ANY LIABILITY, LOSS, OR 
DAMAGE CAUSED OR ALLEGED TO BE CAUSED DIRECTLY OR INDIRECTLY BY ASSURANCE MEDIA, ASSURANCE MEDIA’S REPLACEMENT 
PARTS OR EQUIPMENT, OR SERVICE PROVIDED BY ASSURANCE MEDIA, INCLUDING, BUT NOT LIMITED TO, LOSS OF BUSINESS OR 
ANTICIPATORY PROFITS OR CONSEQUENTIAL DAMAGES, AND IN NO EVENT SHALL ASSURANCE MEDIA BE LIABLE FOR ANY INDIRECT, 
SPECIAL, OR CONSEQUENTIAL DAMAGES ARISING OUT OF ANY BREACH OF THIS AGREEMENT. NOTWITHSTANDING THE FOREGOING, 
ASSURANCE MEDIA' LIABILITY HEREUNDER FOR DAMAGES INCURRED BY CUSTOMER OR OTHERS SHALL IN NO EVENT EXCEED THE 
AMOUNT PAID BY CUSTOMER FOR THIS AGREEMENT.  
NO ACTION ARISING OUT OF ANY CLAIMED BREACH OF THIS AGREEMENT MAY BE BROUGHT MORE THAN ONE (1) YEAR AFTER THE 
CAUSE OF ACTION HAS OCCURED OR MORE THAN TWO (2) YEARS AFTER THE DATE OF DELIVERY OF ANY PRODUCT OR SERVICE 
UNDER THIS AGREEMENT, WHICHEVER FIRST OCCURS.  
Some states do not allow the limitation or exclusion of incidental or consequential damages; therefore, the aforesaid limitation(s) or exclusion(s) may not 
apply to Customer. 
The limitations of liabilities in this section also apply to any liability of directors, officers, employees, agents, and suppliers. 
General 
This Agreement is subject to and governed by this Assurance Media Services Agreement between the Customer and Assurance Media, or, if Customer 
and Assurance Media have not executed an Assurance Media Services Agreement, the terms of Assurance Media’ Master Agreement, which is posted 
at http://www.assurancemedia.net/terms and a copy of which is available upon Customer’s request (in either case, the “Agreement”). 
This Agreement is the entire agreement between the parties and supersedes all prior agreements and understandings, written or oral, concerning the 
subject matter contained herein. This Agreement may not be modified except in writing, signed by Customer and Assurance Media.  
This Agreement and any disputes arising out of or related to this Agreement will be governed by the laws of the State of Delaware. 
Both parties agree that any controversy or claim or cause of action arising out of this Agreement, or any dispute arising out of this Agreement or the 
interpretation or application of this Agreement, which the parties are unable to resolve, shall be settled by arbitration in Wilmington, Delaware by a panel 
of three arbitrators pursuant to the American Arbitration Association's Commercial Arbitration Rules then obtained and judgment on the award may be 
entered in any Court having jurisdiction thereof. The panel of three arbitrators shall be selected as follows: one by Customer, one by Assurance Media, 
and the remaining one selected by the first two arbitrators. The arbitrators shall be chosen from a panel of persons knowledgeable on the subject of the 
services to be provided hereunder. Arbitration shall be requested by a written demand for arbitration to the other party and arbitrators shall be appointed 
within thirty (30) days of the date of the written demand.  
Either party shall be excused for delay in the performance of any obligations hereunder when such delay is the result of or attributable to the elements, 
acts of God, governmental authority, delays in transportation, manufacturer's or supplier's delays in providing parts, products, or problem solutions, or 



any other cause beyond their reasonable control, provided, however, that in any such event both parties agree to make a good faith effort to meet their 
obligations hereunder. 
The terms and provisions of this Agreement shall prevail over any conflicting, additional, or other terms appearing on any purchase order submitted by 
Customer at any time. 
Neither this Agreement nor any rights hereunder may be assigned or otherwise transferred by either party, except to a corporation controlled by or under 
common control with the assigning party, or in connection with the acquisition of, or the sale of substantially all of the assets of the business to which this 
Agreement pertains. 
Assurance Media retains the right to subcontract the services contracted for in this Agreement, without prior Customer approval, to third parties; 
however, no subcontract will relieve Assurance Media of its responsibility and obligations hereunder. 
Any notice, request, instruction, or other document pertaining to this Agreement shall be in writing and delivered personally or sent by U.S. Mail, postage 
prepaid, and addressed to Assurance Media, llc., 590B Century Boulevard, Wilmington, DE 19808. 
The Customer will cooperate with Assurance Media as reasonably necessary for Assurance Media’ performance of its obligations under this Agreement, 
including:  (a) providing Assurance Media with full, free, and safe access to the Customer’s premises  and facilities when necessary to provide the 
services; (b) providing necessary remote access numbers, and passwords to enable remote access to the supported products; (c) provide any safety 
training, safety materials, or protective equipment required at the Customer’s location; and (d) providing Assurance Media with interface and other 
information regarding access to third party products in the Customer’s network and necessary third party consents and licenses to enable Assurance 
Media performance hereunder. All items in this section will be provided by the Customer at the Customer’s expense. 
Except to the extent expressly stated to the contrary in this Agreement, none of the following are included in this Agreement: (a) diagnosis or support of 
systems interfacing with supported products; (b) support of user-defined applications; (c) making corrections to user-defined or manufacturer supplied 
reports; (d) data recovery services; (e) services associated with relocation of supported products; (f) support of covered equipment used in breach of 
applicable license restrictions or contrary to capacity and other use limitations under which they were licensed by the manufacturer; (g) support of 
covered equipment that has had its serial number altered, defaced, or deleted; and (h) maintenance or repair resulting from any of the following: (1) 
neglect, misuse, power failures or surges, fault or negligence of Customer, or causes external to the supported products; (2) Customer’s failure to 
implement new releases of software provided as part of a manufacturer’s support plan; (3) supported products that have been changed, modified, or 
altered by Customer or a third party; (4) changes to the environment in which the supported products were installed; (5) Customer’s failure to follow the 
manufacturer’s installation, operation, or maintenance instructions; or (6) force majeure conditions. 
NO HIRE AGREEMENT: During the course of this project and for a period of one (1) year following the expiration date or termination of this project, 
Customer shall not offer employment to any Assurance Media, employee. In the event Customer hires or contracts with an Assurance Media employee 
contrary to the terms of this Agreement, the customer agrees to pay a placement fee equal to total compensation including salary, wages, bonuses, 
commissions, and employee benefits which said employee received during the prior twenty-four (24) months of his or her employment. 
In the event any term or condition of this Agreement is found to be invalid by a court having jurisdiction, the remaining terms and conditions will remain in 
effect. 

 
NOTICE OF REMOTE ACCESS: 
 
(1) Assurance Media has installed a Remote trouble shooting application by ScreenConnect, known as the “Assurance 
Media Remote Server Manager” on the maintained server(s) and for purposes of troubleshooting and making 
configuration changes remotely to better serve our customer’s needs. Notification windows will appear anytime an 
authorized remote session has been established to the server/PC.  
 
  
(2) Assurance Media has enabled and configured Remote Access through the internet to media devices and servers for 
purposes of viewing cameras and remotely administering servers and software.  
 
This remote access may allow potential unauthorized attempts to gain access to your network.  
The customer assumes all responsibility for enabled remote access.  
 
Remote Access will continue until such time that the customer requests that these privileges are to be discontinued or the 
customer disables the logins and applications.  
 
 
Firewall’s and Virtual Private Network Security Devices are recommended.  
 
 
 
 
 
 
 
 
For More information on the security of the Assurance Media Provided Remote Access Tool please see our 
knowledgebase article at: 
https://docs.connectwise.com/ConnectWise_Control_Documentation/Get_started/Security_guide 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

APPENDIXES TO BE INCLUDED 
 
 
 
 
 
 
 
 


