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The Iserv Company, LLC (Iserv) was founded over 26 years ago in 1995. Originally located in a small office in
Grand Rapids, MI, Iserv has expanded a national footprint with Core offices in Grand Rapids, MI,
Windermere, FL, and Boston, MA. Iserv’s corporate headquarters has served as a cutting-edge technology
center that includes a Tier III SSAE 16 Type II data center, a 24/7/365 US-based Help Desk, as well as
multiple on-site network connections to major telecommunications carriers such as AT&T, Comcast, US
Signal, Verizon, and others. Iserv has significantly expanded over time and is a major player in VoIP, Public
and Hybrid Cloud, Fiber Connectivity, Physical and Digital Security, and Managed Services. Below is a high-
level overview of Iserv’s core services:

Executive Summary/Company Background

In 2012, Iserv was purchased by 382 Communications, an employee-owned telecommunications company
based in Boston, MA. 382 Communications invested significantly in Iserv and introduced expanded services in
the Telecom space, and provided Iserv access to national carrier relationships. Other benefits include the
establishment of a second data center in Boston, providing geographic redundancy.     

Since inception, The Iserv Company, LLC (Iserv) has provided leading technology services by staying ahead of
the ever-changing technology landscape and helping organizations of all sizes. Iserv is able to draw on a
talented and professional engineering staff, leveraging experience designing and managing national multi-site
projects and relying on a strong reputation in both large and small scale IT deployment.  

Iserv has several unique advantages over other Managed Service providers: focusing on the technical needs of
local businesses, non-profits, health care institutions, and various government agencies. Iserv currently serves
over 12,000 customers in 26 states. 



Iserv Understanding
Iserv understands that the Town of Windermere, FL is looking for qualified bids for a third-party Managed
Services Partner to support the Town and provide recommendations and optimization regarding all things IT.  

It is the goal of the Town that this partner provides general network administration, troubleshooting, hardware
installation and support, server administration, hardware purchase consulting, and strategic IT planning for the
Town of Windermere Administration, Public Works, and Police Department Staff.

Iserv has worked with companies and governments small and large over the last 26 years to provide a holistic
and forward-looking IT roadmap that is right-sized for each organization's goals and budget. As it relates to the
Town, Iserv understands that quickly and efficiently resolving any issues that appear is of the utmost
importance as well as having a long term partner that can be relied upon to provide expert knowledge and help
the Town get the most out of their infrastructure to support the residents of Windermere.

Iserv’s goal is to work with the Town in providing a full assessment of the IT environment, analyzing it, and
then deploying a plan to support the town and provide recommendations on optimization and reducing
complexity. Iserv’s 24/7/365 Network Operations Center will be proactively supporting all employee
workstations, email, Server infrastructure, backups, and network. Included in these services will be quarterly
business review sessions where Iserv and the town discuss operations, any concerns, and primarily future
planning for any projects or new goals that come up over time.

Why Iserv
In addition to Iserv’s significant experience throughout the years providing comprehensive IT support and
planning, Iserv is a dedicated interest in the Central Florida area.  

Iserv considers Central Florida to be a great opportunity to provide value as a full-service Managed Services
and Cloud Services Provider. Iserv is dedicated to the region with one of the partners and owners of the joint
382 Communications/Iserv entity residing and operating in Windermere. In addition, Iserv’s director of sales
relocated to Windermere from Grand Rapids MI to focus exclusively on business development and relationship
building in the central Florida area.

Not only is Iserv focused on the central Florida area, but the Town’s profile is very similar to that of Iserv's
core client base. SME’s are Iserv’s bread and butter where we are able to provide a boutique and customized
service offering.
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CJIS Experience
As reference above, Iserv has significant experience across multiple industries, but also in government work.
Iserv provides services to the City of Grand Rapids and provides backup services to the Police Department
where an understanding of CJIS encryption and compliance is vital. A majority of Iserv’s advanced services
team have a background working in government IT at various levels and have a deep understanding of
architectures that best suit streamlined operations within those types of departments and environments. In
addition to government work, Iserv has worked in a myriad of industries providing solutions to both fortune
500 organizations and small 5 person offices.  

SD-WAN and Connectivity
Iserv manages the entire network for a 120+ location Affordable Housing organization. Iserv is responsible for
provisioning all internet services (primary and secondary), full network management (Firewalls, Switching,
WiFi), as well as facilitating VPN connections across all locations.  

Hybrid Cloud and Public Cloud
Iserv manages multiple Public, Private, and Hybrid Cloud architectures for customers across many industries.
A recent project includes the migration of an organization located in central Florida from three disparate server
environments into a consolidated cloud-based and scalable solution.  

On-Premise Servers
Iserv currently provides patching, security, and management for on-premise and virtualized servers across
hundreds of customers. As part of this management, Iserv knows all end-of-life concerns for OS’s, upgrade
paths, and working with customers to build a plan for any changes that need to be made on applications,
permissions, or integrations.  

Backup and Disaster Recovery
Using a combination of best-in-class software (Veeam, Zerto, etc) and practices/procedures, Iserv makes sure
that all core services are constantly backed up and meet each organization's RPO and RTO requirements. Iserv
works on implementing and ensuring best practices and policies are met regarding data recovery for Server
Data, Emails, Desktops, Databases, as well anything else desired or deemed critical by both Iserv and the
Customer. In addition, Iserv works with each customer to develop a comprehensive Disaster Recovery plan in
the event of unforeseen outages.

Experience



Email
As Microsoft Partner, Iserv has conducted many transitions to M365 as well as supporting M365 tenants.
Iserv’s 24/7/365 is available to help with license additions, changes, troubleshooting, and more on an as-needed
basis. Iserv’s Microsoft experts also analyze all of the licensing across an organization to make sure that the
licensing tiers are appropriate and optimized appropriately.

Voice
The 382 Communications/Iserv combined entity operates a wholly-owned voice network that is interconnected
with thousands of carriers internationally. Iserv is able to facilitate best-in-class telephony ranging from
Enterprise VoIP, UCaaS, SIP Trunking, and Toll-Free to SMS Integration, POTS lines, and other services. The
combined entity moves hundreds of millions of minutes worth of business traffic daily.
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Preservation of Affordable Housing
Jeff Rohr
(816) 886-4115
jrohr@poahcommunities.com
Iserv provides fully managed networking and security solutions.

Viking Products
Dale Manske
(616) 588-9506
dmanske@vikingproducts.com
Iserv provides comprehensive connectivity, managed network, workstations, server, and backup, and Disaster
Recovery services.

Baxter Restoration
Dave Baxter
(407) 423-5553
dave@baxterrestoration.com
Iserv provides comprehensive connectivity, managed network, workstations, server, and backup and Disaster
Recovery services, as well as cloud consulting and deployments.
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Overview
Iserv has a strong history of providing clients strong solutions in both staff augmentation and IaaS models
within task, project, application, and budgetary constraints. Currently, Iserv manages a large portfolio of
projects using proven service delivery methodologies and leadership that have led to successful projects and
referenceable clients, and this will be reflected in every engagement that the Town and Iserv work together on.

Iserv understands brand reputation is directly connected to experienced people, delivery, and client-defined
reputation. Client reference and delivery are the drivers for Iserv’s success, and as such the company takes
pride in the services provided to customers that ensure complete satisfaction. 

Delivery of services is demonstrated through measurable results designed by and consistently reviewed by our
clients. Guiding the drive toward delivery are Iserv’s proven experts, nimble processes, and agnostic leverage
of leading technology, all wrapped within a repeatable senior-level project and program management
methodology. Our data-driven collection of IT project success factors includes both technology success factors
(ROI, consolidation, modernization) and business success factors (process improvement, productivity,
customer satisfaction).

People
Iserv’s team of proven experts average decades of experience. This high caliber of professionals helps to
reduce project ramp-up times, improve project efficiencies, and deliver results.

Process
An agile company, Iserv is able to quickly scale and adapt relative to the need of any size project, while
remaining price competitive. Iserv’s repeatable delivery processes for the collection of project requirements
and creating project dashboards help to obtain agreement on project success upfront and then measure the
connection to that success proactively and transparently.

Technology
An ISP and systems integrator since 1995, Iserv maintains strong partner relations with many key technology
industry leaders. The goal is to solve customers’ needs with the best strategic solutions available. Iserv’s
agnostic approach provides the flexibility and methodology to work with new vendors whenever a customer
requires it. Iserv plans to leverage all of the above items to provide The Town of Windermere with a cohesive,
well-planned, and enjoyable partnership with Iserv.

Service Approach



Full Inventory of all Endpoints that touch the network
This inventory also includes information on warranty status, End of Life (EOL) status, and information
on optimization options

Security vulnerabilities (if any) and recommendations for remediation
A fully up to date topographical network diagram 
Assessment and layout of the existing system architecture (and recommendations for changes or updates, if
any)
VPN analysis and recommendations on a provider/solution that best fits with the goals and environment of
the Town

The facilitation of automated patching schedules
Remote help desk accessibility
Diagnosis and correction of desktop application problems
The configuration of PC’s
The identification and correction of user hardware problems

a. Assessment Approach and Deliverables
Over the years, Iserv has performed hundreds, if not thousands of full network and infrastructure assessments
for customers.  Iserv utilizes best-in-class software combined with in-house expert analysis to provide an in-
depth and comprehensive review of all aspects of the IT environment. This assessment allows us to provide
deliverables including (but not limited to):

The conjunction of these reports as well as the analysis by our Infrastructure design and engineering team will
help us to provide recommendations that optimize and streamline support and maintenance. As a multifaceted
Managed Services Provider and Cloud Services Provider, Iserv utilizes best-in-class operational methodologies
and software suites depending on each client’s specific needs.

As indicated in accordance with this RFP, Iserv’s full initial infrastructure assessment will be completed and
submitted no later than September 30th, 2021. Iserv is also happy to provide this annually each July 1st to
assist with planning and budgeting.

b. Help Desk 
Iserv operates several 100% US-based and Iserv employed Network Operation Centers (NOC’s). These NOC’s
are located in Grand Rapids, MI, Boston, MA, and Windermere, FL. All three of Iserv’s NOC’s are staffed
24/7/365 by qualified and Iserv-based employees. Iserv does not contract or outsource any part of its support
team.  

To support and address the Town’s needs, Iserv is proposing the utilization of remote monitoring agents and
Antivirus deployed to all workstations and Town equipment. This ensures that the Town will not NO
significant downtime and allows the Iserv NOC and help desk to engage in a myriad of traditional support
items, including:



Desktop application support of basic functions
Maintenance of email
Integration support of laptops, mobile devices (MDM Management), printers, peripherals, office software,
etc

Priority 1 - Critical - Issues are defined as those which disrupt all or most key organizational functions.
Response within 1 Hour of Service Request. Resolution Target: ASAP
Priority 2 - High - Issues are defined as those which impact a significant number of users and one or more
key organizational functions. Response within 4 hours of Service Request. Resolution Target: ASAP
Priority 3 - Standard - issues are defined as those which impact only a single user and do not disrupt key
organizational functions. Response within 8 hours of Service Request. Resolution Target: ASAP

Increased employee productivity – Skilled service desk agents, improved data analysis, and standardized
processes reduce the resolution time for the Town’s computer specialist or user calls, thus improving
employee productivity both through quicker issue resolution and eliminating the hidden costs associated
with lost productivity from employees seeking assistance from alternative sources.
Higher employee satisfaction – The service desk, serving as a single point of contact (SPOC) with
responsibility for managing all IT problems to closure, will relieve the Town of the stress of dealing with
issues in their IT infrastructure.

All of these items fall under Iserv’s escalation schedules, with three tiers of support and troubleshooting
available for every Iserv supported device. 95% of all tickets across the company can be described as being
resolved during the first call or ticket submission. If a support issue can not be resolved on the first touch, it
gets escalated to the next tier of support until the user is satisfied with the result. Through the use of Iserv’s
remote monitoring system, the town may request and receive a full inventory of devices at any time.

Guaranteed Uptime and Responsiveness
Incidents will be processed based upon Iserv’s service ticketing system and managed based upon the below
priority levels:

While these levels are standard operating processes for Iserv, The project management and implementation
teams are happy to work with the Town team on any reporting mechanisms that need to be tailored to the
Town’s future state environment. Iserv knows that the town cannot tolerate any significant downtime for
operations and will prioritize tickets based upon that understanding.

The benefits to the Town for using the Iserv Team service desk delivery model is as follows:



Improved response time – Through standardized processes and training, the service desk can resolve a
larger proportion of problems on the initial call and reduce the problem response time.
Reduced requirement for desk-side support – The service desk will resolve a higher proportion of standard
desk-side support issues remotely, reducing local support requirements.
Improved data collection and analysis –The service desk agent will collect high-quality Town operational
data for enhanced trending, analysis, and reporting to support continuous improvement initiatives.
Increased user satisfaction – The service desk is user-focused, not technology-focused. Service desk agents
are developed to rapidly troubleshoot requests, maintain call ownership, provide transparent coordination
of services, and proactively follow up with the Town’s users to achieve resolution and validate client
satisfaction.
Speed and convenience of contacting the service desk – The use of a single contact phone number and a
skilled service desk agent will make it easier and faster for the Town to contact a trained agent to resolve
requests. The addition of a Web-enabled interface to the service desk will provide an additional method of
entry into the problem management system for Town personnel.
Formal ticket closure process increases user satisfaction - Before closing a ticket, the support staff member
assigned to the ticket will confirm with the user that the problem has been resolved. Additionally, a
customer satisfaction survey will be used to collect ticket-specific satisfaction data. Details on surveys will
be worked out during the transition.

Service Desk Structure
The Iserv Team will provide the Town users with a phone number for all incidents and service requests. The
Service Desk management system provides the service desk with access to common fault and resolution data.
This is an invaluable resource of historical problems, their associated resolution, and specific information
relating to various client environments. Information from Tier 2 support groups and vendor-supplied frequently
asked questions (FAQs) are used to populate the system with resolution details and troubleshooting methods.
This provides further value to the Town.

Iserv responsible parties receive alerts on issues identified by the monitoring solution for immediate resolution.
Iserv technicians are available 24 hours per day, 7 days per week, 365 days per year to respond to alerts or
incident reports. These same technicians will triage the alert to identify impact and priority to determine
urgency. Technicians will be scheduled for low priority incidents, and Engineers will be escalated to for high
priority incidents. Action will be taken for normal priority incidents to restore service. Iserv is able to send
qualified engineers on-site as needed within 24 hours. Iserv’s managed network solution is robust and most
issues are able to be resolved remotely and with no on-site personnel necessary.



Patch Management - Identification, testing, packaging, and deployment of required security updates,
patches, and other updates associated with the supported operating system. Specifically, Iserv Team's Patch
Management service includes:
Ongoing identification, testing, packaging, and deployment of security updates in accordance with Iserv’s
management and SLA policy.
Ongoing identification, testing, packaging, and deployment of operating system patches in accordance with
Iserv’s management and SLA policy.
System Security Maintenance - Security functions to plan, determine, implement, manage, and review
security controls and respond to security events related to the operating system including security
administration. Moreover, systems security maintenance implements technical infrastructures that include
appropriate technologies, access rules, transaction logs, and checksums. This system provides virtual
service clients:
Provision access to the operating system for approved administrators and applications
Maintenance of user-profiles and password resets
Security of root and support accounts and passwords
Participation in security vulnerability assessments
Server Network Configuration - Validation that systems are configured for appropriate network
connectivity. This includes minor adjustments and reconfigurations as required by the enabling
infrastructure and the ongoing maintenance of those configurations.

Troubleshooting of network-related support issues
Rulebase administration
Licensing administration (if relevant)
Monitoring of performance including uptime, throughput, and resource consumption
Monthly log reviews
Firmware/software updates - as recommended

c. Servers and other MSP Items
The Iserv Team ensures on a daily basis that all servers and related hardware are always kept in prime
condition. As part of Iserv’s ongoing support, the following are the core processes that Iserv will use to
maintain and upgrade servers:

d. Network Approach
Iserv’s network approach is similar to that of Server and Workstation management. Iserv incorporates full
proactive monitoring and management of all supported networking equipment, including Firewalls, Switches,
AP’s, Printers, Scanners, and other network-related equipment. Included are example items covered:



As it relates to incident management, resolution speed and active communication during unexpected events
define the quality of customer service. Iserv leverages a structured response plan with proper monitoring and
alerting to provide Incident Management. This includes repeated contact points so the customer remains
informed and updated. When properly executed, the Town will never be left questioning the incident status or
remedy. 

Iserv’s 24/7/365 NOC monitors and maintains all aspects of hardware and software that we are providing and
managing. Automated alerts are generated and delivered to our NOC Technicians in a proactive manner in the
event of an outage, hardware failure, or software issue. Town designated contacts are then notified that there is
active troubleshooting going on and will be provided updates on status. In the event of a hardware failure, next-
day delivery of a replacement device will be provided and Iserv will install said equipment.

Inquiries to the status of the network can be made to Iserv’s support team. Town designated contacts will also
have access to the network dashboard (if applicable based on existing equipment) and can view detailed
information on the status of the network at any time.

Iserv is also able to cable, install, or move existing or new networking equipment on an as needed basis.

e. Email, Backups, and Remote Access
Iserv’s backup system incorporates industry-leading software with proven policies for providing consistent
response time and recovery point (RTO and RPO) objectives. These policies are monitored by Iserv’s 24 hours
per day, 7 days per week, and 365 days per year NOC. The configuration of these policies is driven by the
needs of each application or server. For some applications, backups may be configured based upon the number
of servers able to perform the function. Active directory services should always have more than one server able
to perform the workload. The critical feature is the backup of the directory services roles. Active Directory
servers can be, generally, built faster than recovered from a backup. Virtual servers can be replicated to a
secondary site to minimize recovery time objectives, but the cost can be a significant factor when paying for
the second site workload. When possible, data replication or server backups can be run on a more frequent
basis to minimize the recovery point objective. Should the backup not affect server operations, this may also
assist in keeping the recovery point objective low. Ultimately, the end result may be a mixture between multi-
site systems, replicated data, or backup frequency. Iserv also utilizes best-in-class Email Backup software as
Microsoft does not inherently backup email. 

All of these items will be addressed with the results of the assessment and in conjunction with the Town based
on goals and best practices.



Administration of antivirus protection for the operating systems
Maintain the antivirus software updates as recommended by the software vendor
Maintain security policies and standards in accordance with Iserv’s management and SLA policies.
Report on security incidents involving viruses and the antivirus solution affecting any managed servers.

As part of Iserv’s Server Anti-Virus Management, Antivirus protection for the operating system protecting it
from viruses and other malware includes the following:

In addition to Iserv’s expertise in backup methodology, Iserv manages thousands of email addresses and
accounts and provides optimized management services to our clients. These services would include
maintenance of Town email accounts using the Town domain, adding, changing, and/or deleting Town
employee accounts as requested, and ensuring that all licensing tiers are appropriate for every user.

Iserv utilizes a co-management approach and will help to facilitate remote access to designated Town
employee’s as needed or desired. 

f. Future Technology Planning
Iserv works with every single one of our clients on an individual basis in order to create a long-term technology
plan that suits the organization's needs and goals. These long-term plans are conducted on an annual basis with
project meetings mixed into them by Iserv Senior engineers and system architects in conjunction with the
account manager responsible for each customer.  

During onboarding, we would be working with the Town to understand goals and propose recommendations
for the future. As new technologies become available that might serve the Town better in the future, Iserv will
proactively work to assess and implement those upgrades/changes.  
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Attached is a budgetary proposal format. This proposal will be refined based upon the findings of the full
Infrastructure assessment. Iserv is proposing a mixed Fee structure for the various components of the Town’s
needs.

All end-user support for workstations is user-based and tabulated as a monthly all-inclusive fee as outlined in
the proposal. Servers, Network Devices, and other IT infrastructure items are a flat monthly fee based on
quantity.

Depending on the specific installation and deployment needs, Attached is an Hourly fee Schedule to be
referenced for non-recurring projects to be coordinated with the Town. 

Monthly recurring prices will not increase and are locked in for the initial 36-month term. Once a full
assessment is completed, the agreed-upon quantities and items will be static through FY 21-22, FY 22-23, and
FY 23-24. 

Cost Proposal
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Network Management

Qty Description Rec. Amount Recurring Total

1 Managed Switch

Switch management includes the following:
- Troubleshooting of switch-related support issues
- Switch configuration administration
- Security administration
- Licensing administration
- Monitoring of performance including uptime, throughput, and resource consumption
- Firmware/software updates - as recommended

Quantities are based on initial best understanding.  Once a network assessment is
completed, Iserv will have a better understanding of full network infrastructure and
can adjust as needed.

$25.00 $25.00

1 Managed Firewall

Managed firewall up to 75 users.

Firewall management includes the following:
- Troubleshooting of firewall-related support issues
- Firewall rulebase administration
- Firewall licensing administration
- Monitoring of firewall performance including uptime, throughput, and resource
consumption
- Monthly log review
- Firmware/software updates - as recommended

Quantities are based on initial best understanding.  Once a network assessment is
completed, Iserv will have a better understanding of full network infrastructure and
can adjust as needed.

$75.00 $75.00

1 Managed WiFi Access Point

Access point management includes the following:
- Troubleshooting of WiFi-related support issues
- Access point security administration
- Access point licensing administration

Quantities are based on initial best understanding.  Once a network assessment is
completed, Iserv will have a better understanding of full network infrastructure and
can adjust as needed.

$15.00 $15.00

Recurring Subtotal: $115.00
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Email

Qty Description Rec. Amount Recurring Total

34 Microsoft 365 Business Premium

Microsoft 365 Business Premium - annual commitment, billed monthly.

Included Apps
- Outlook, Word, Excel, PowerPoint, Publisher, Access (desktop versions)

Included Azure Services
- Email
- OneDrive
- SharePoint
- Teams
- Intune
- Azure Information Protection
Support Includes:

Design and implement Microsoft 365 Services
Manage User Identity and Roles
Manage Access and Authentication
Manage Office 365 Workloads and Applications
Implement Modern Device Services
Implement Microsoft 365 Security and Threat Management
Manage Microsoft 365 Governance and Compliance

$24.00 $816.00

Recurring Subtotal: $816.00

Infrastructure Management

Qty Description Rec. Amount Recurring Total

34 Managed Workstation

Device management and support for desktop users. Covers onsite PCs, laptops, thin
clients, and tablets.

Includes:
-Antivirus software management
-Windows patch management
-Remote control support
-VPN client management
-Desktop optimization & management
-Spyware and adware removal

$50.00 $1,700.00
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Infrastructure Management

Qty Description Rec. Amount Recurring Total

1 Managed Server

Server management includes the following:
- Troubleshooting of server-related support issues
- Configuration administration
- Security administration
- Monitoring of server performance
- Server patch/software updates - as recommended

Quantities are based on initial best understanding.  Once a network assessment is
completed, Iserv will have a better understanding of full server load, in addition to VM
quantities.

$100.00 $100.00

Recurring Subtotal: $1,800.00

Backup and Disaster Recovery

Qty Description Rec. Amount Recurring Total

1 Veeam Backup & Replication-Cloud-DRaaS-Azure

Veeam Backup & Replication - Cloud, per machine.

$25.00 $25.00

2000 DRaaS - Veeam Replication

DRaaS - Veeam Replication

Quantities are based on initial best understanding.  Once a network assessment is
completed, Iserv will have a better understanding of full server load, in addition to VM
quantities.

$0.06 $120.00

Recurring Subtotal: $145.00

Professional Services & Installation Fees

Qty Description Price Ext. Price

1 Professional Services - Implementation and Onboarding - TBD

Professional Services Implementation as described in the Statement of Work within
this document.

TBD based upon environment assessment.

$0.00 $0.00

Subtotal: $0.00
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614 Main St.
Windermere, FL  34786
Robert Smith
rsmith@town.windermere.fl.us
(407) 876-6480

Town of Windermere

Michael Kurley
(616)-493-3721
Fax 616.493.3730
mkurley@iservgroup.com

The Iserv Company Service Order #: 006404

Managed Services - *Budgetary Cost Proposal*

Version: 1

Delivery Date: 07/28/2021
Expiration Date: 08/26/2021

Prepared by: Prepared for: Service Order Information:

Recurring Expenses Summary

Description Amount

Network Management $115.00

Email $816.00

Infrastructure Management $1,800.00

Backup and Disaster Recovery $145.00

Recurring Total: $2,876.00

Agreement Term

Description

36 Month

Taxes, shipping, and other fees may apply.  All stated quantities are estimates and are subject to change based on actual
quantities provided.  We reserve the right to modify or cancel orders arising from pricing or other errors.

By accepting this Service Order, you acknowledge that you have read and agree to the terms and conditions of the Master
Service Agreement, which may be found at https://www.iservworks.com/legal, and is hereby incorporated by reference, and to
the terms and conditions of this Service Order.

Signature Date

Signature Date
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Standard Service Rates

Fee Schedule

The below fees are indicated to be for projects outside of the scope of services in the proposal.  It is understood that changes 
(additions and/or subtractions) to the quantity Selected Services will result in a corresponding incremental change to the Monthly 
Recurring Charge.

 

Effective Hourly Service Rates

Tier 1                                                                                                  $100
Tier 2                                                                                                  $125
Install Tech                                                                                        $150
Junior Engineer                                                                                 $175
Mid-level Engineer                                                                           $200
Project Manager                                                                               $200
Senior Engineer                                                                                 $250
Onsite or Escalated work on Iserv Designated US Holidays       $200

 

Designated US Holidays

 
For the purpose of determining whether the Designated US Holiday Service Rate (above) applies, the following guidance is provided 

as dates Iserv currently designates:

1. New Year’s Day
2. Easter Day
3. Memorial Day
4. Independence Day
5. Labor Day       
6. Thanksgiving Day
7. Friday after Thanksgiving Day
8. Christmas Eve
9. Christmas Day
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