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[SECTION HEADING]

1. About  Katherine Sainty

2. Setting the scene - why use an agreement for IT managed 

services?

3. 5 things for Heavenly IT to consider when entering into an 

agreement

4. What type of agreement is best for your business and your clients

5. Structure of the IT Support Agreement – how to use and modify it

6. Key agreement terms to watch out for

TODAY’S PRESENTATION
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• Formalise client relationships and win a commitment for a fixed 

term

• Certainty between the parties on:

• Payment

• Services

• Obligations

• Add value to your business:

• Certain revenue stream

• Each contract is a business asset

• Increases business valuation

• Risk Management

• Best Practice

WHY USE AN AGREEMENT? 
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Agreement

Risks

Relationships

ResourcesResponsibilities

Records

5 FACTORS FOR HEAVENLY IT BEFORE SIGNING AN AGREEMENT
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1. MANAGE RISKS

 Identify and manage risks and risk treatments

 Risks are dynamic throughout the contract’s life

2. MANAGE RELATIONSHIPS

 With client - professional and constructive

 Open communication, non adversarial, mutual understanding

 Prevents problems or allows early resolution

3. ENSURE RESOURCES

 Client senior management ownership and support

 Access to client experts and decision makers

 Heavenly IT staff with relevant skills

5 FACTORS – cont.
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4. SPECIFY RESPONSIBILITIES

 Clear lines of responsibility and accountability in client 

organisation and in Heavenly IT

 Establish authorisations, delegations, escalation protocols 

with client

5. KEEP RECORDS

 Systematic approach to paper/electronic records for client

 Evidence of business conducted, decisions made including 

change control

 Meet accountability obligations of client and manage 

legal/other risks

HEAVENLY IT CASE STUDY EXAMPLE

5 FACTORS – cont.
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1. TERM AGREEMENTS

 Advantages

 Disadvantages

 When does Heavenly IT use a term agreement?

WHAT TYPE OF AGREEMENT TO USE?
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2. SERVICE LEVEL AGREEMENTS

 Advantages

 Disadvantages

 When does Heavenly IT use an SLA?

WHAT TYPE OF AGREEMENT TO USE?  Cont.
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1. Schedules and general terms

2. Completing schedules

3. Service level agreement – including or not

4. Key terms to watch out for

• Services Schedule

• Services Fees & Variations

• Change Regime 

• Intellectual Property Rights

• Warranties

• Liability & Indemnity

5. Amending the general terms

STRUCTURE OF THE SAINTY LAW IT SUPPORT AGREEMENT
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1. How you can use the Sainty Law IT Support Agreement

 You are licensed to use as part of the KAYSEA Winning New Clients 

Tool Kit in your current business

 You can modify the contract 

 Third parties cannot use the contract (eg. Lawyers)

2. How to get more help

 Contact Sainty Law

 Australian wide service

 Initial free 20 minute consultation with Katherine Sainty to Webinar 

attendees.

SOME HOUSEKEEPING 



QUESTIONS


