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1. Scheme runs on a calendar-month basis. 

2. All enquiries will be allocated Level 2 response unless requested otherwise on a per-incident basis. 

3. Requests for Level 1 support subject to a fair useage policy. 

4. Response times are based on our office opening hours (9am to 5.30pm Monday to Friday)  

5. Units will be renewed / rolled-over on the 1st of each month.   

6. Unused units will be rolled over for a maximum of twelve months.   

7. Over-spent units will be charged by separate invoice at Business Support rates.   

8. Unused units are non-refundable.  

9. Units to be purchased monthly in advance by Standing Order. 

10. All units and related service visits limited to premises confirmed on our Order Confirmation.  

11. Support and related service visits to premises other than those covered by this scheme will be subject to charge at our standard hourly (Active 

Support) rate. 

12. Snagging issues (ie. resolved issues that may unexpectedly re-occur within 5 working days of closure) will be prioritised as Level 2 support and 

will be non-chargeable at our discretion (subject to our being alerted within the guaranteed period of 5 working days).  

13. Cost of new or replacement hardware or software is not covered by this scheme.   

14. Units are non-transferrable to third-parties. 

15. Support units reserved for service-related support only.  Non-redeemable against hardware, software or internet services. 

16. A minimum of 6 units per month applies.   

17. A minimum 3 months sign-up applies. 

18. 90 days written termination notice required. 

19. Cancellation of scheme within first 3 months by client or SerendipiTi is subject to one month notice period in writing.  

20. In the event of contract cancellation within the first three months, Business Support rates will no longer apply and all support units charged up to 

and including one month cancellation notice will be re-calculated at standard hourly rate. 

21. Quarterly reviews to be conducted by telephone. 


