MANAGED SERVICES AGREEMENT
This Agreement is made on [date] between [Provider legal name], with address at [address] (the "Provider"), and [Client legal name], with address at [address] (the "Client").
1. Covered environment
The Provider supports [number] users, [number] workstations, [number] servers and the network at [locations], as listed in Schedule A.
2. Services
The Provider will deliver: [24/7 monitoring, patch management, antivirus and endpoint protection, backup management, help desk, vendor management, quarterly reviews].
3. Help desk
Help desk is available [days and hours, time zone] by [phone, email, portal]. After-hours emergency support is available at [rate or included].
4. Response times
The Provider responds to tickets within: critical [time], high [time], normal [time], low [time], measured during support hours.
5. Fees
The monthly fee is [amount], based on [per user or per device] pricing, invoiced in advance. Added users or devices are billed from the next month at the same rates.
6. Out of scope
Projects such as new office setups, migrations and hardware purchases are quoted separately. Repairs caused by misuse or third parties are billed at [hourly rate].
7. Security duties
The Provider keeps supported systems patched and protected under Schedule B. The Client keeps users trained, follows the Provider's security advice and tells the Provider of changes to its systems.
8. Backups
The Provider manages backups of [systems] with [frequency] and tests restores [quarterly]. Recovery targets are in Schedule B.
9. Access and data
The Client grants the Provider administrative access needed for the services. The Provider keeps Client data confidential and uses it only to deliver the services.
10. Limitation of liability
The Provider's total liability is limited to the fees paid in the [number] months before the claim, except for gross negligence or willful misconduct.
11. Term and termination
This Agreement lasts [number] months and renews for [period]. Either party may end it with [number] days of notice before renewal. At the end, the Provider hands over passwords, documentation and data within [number] days.
12. Governing law and signature
This Agreement is governed by the laws of [state]. The parties agree to sign it electronically, with the same effect as a handwritten signature.
Schedule A. Covered users, devices and locations. Schedule B. Security baseline and backup targets.
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