ENABLE YOUR MISSION

Description of Services
For

mPowered IT’s ‘Enable’ Program

This document describes the services provided as part of the monthly subscription to the ‘Enable’
Program (‘Program’).

Included services for all devices enrolled in the Program:

e Access to the Service Desk Monday through Friday 8:00am to 5:00pm Eastern Time, excluding
holidays (‘Standard Business Hours’)

e Service/incident tracking and reporting

e Access to the ticketing portal 7x24, 365 days per year, excluding maintenance windows and any
unforeseen outages

e 7x24 monitoring and alerting on Windows based servers and their operating systems

e Onsite services (unless otherwise stated in the “Order for Service”)

¢ Inclusion in the mPowered IT Remote Management System (RMS)

¢ Microsoft Operating System Patching (per vendor’s design)

e Endpoint security for Windows desktops and servers and certain Apple devices

e End User Support and Help Desk Services (if purchased) for covered devices and users including
password resets, user profiles, policies, and groups

e Remediation of support incidents for covered devices and users during regular business hours

e Periodic technology reviews and concierge style strategic assistance for I.T.

e 3™ party vendor coordination
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Services not included for any device:

e Services outside of ‘Standard Business Hours’, unless otherwise noted

e Services necessary to correct system/network deficiencies at contract inception

e Services related to moves, adds, changes, deletions, or projects

e Fees for any parts, rental equipment, hardware, software, licenses, or shipping

e Fees related to any act of terrorism, cyber-terrorism, or security breach

e Incident fees related to the assistance of any 3 party vendor or manufacturer

¢ Incidents resulting from ‘Acts of God’

¢ Incidents resulting from any modifications to any covered devices or network system not made
and/or authorized by mPowered IT

¢ Incidents resulting from non-covered devices

e Training of any kind, to include end users

¢ Incidents resulting from the lack of adequate malware and/or firewall protection

¢ Incidents related to the integrity and/or performance of any data backup

¢ Incidents on devices that do not have legal and up to date licensing

¢ Incidents on devices, other than workstations, that do not have active manufacturer’s warranty

¢ Incidents resulting from recommendations rejected or not acted upon

e Onboarding of any net new device(s)

e Creation and/or completion of any policy, process, compliance, or insurance related documents

DISCLOSURE STATEMENT

This document contains information proprietary to, and is the property of, mPowered IT, Inc. The
reviewer and/or recipient of this document, by its review, retention or use, agrees to hold it and its
contents in confidence. This document shall not be transferred or communicated to any third party,
without the prior written consent of mPowered IT, Inc., in whole or part, by any means. This document
or any other applicable documents provided by mPowered IT, Inc., shall be returned to mPowered IT, Inc.
upon request. In the event this document conflicts with the currently posted Master Services Agreement,
the terms of the Master Services Agreement shall take precedence. mPowered IT, Inc. reserves the right
to reasonably modify this Description of Service as business needs dictate. In such a circumstance,
mPowered IT, Inc. will provide any Client currently subscribing to this service with written notice of the
change, if the change in any way reduces the services previously described.
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