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1 Prepared For 
City of Nome  Wade "Gray" Harrison 

P.O. Box 281 
Nome, AK 
99762 

 (907) 443-6621 
wharrison@nomealaska.org 

2 Terms of Agreement 
 
This Agreement City of Nome, herein after referred to as Client, and GCSIT is effective 
upon the date signed, shall remain in force for a period equal to the term selected in 
section 3.2.  
 

1. This Agreement may be terminated by GCSIT upon ninety (90) days written 
notice to Client. 

2. This Agreement may be terminated by Client upon ninety (90) days written 
notice if GCSIT: 

a. Fails to fulfill in any material respect its obligations under this 
Agreement and does not cure such failure within thirty (30) days of 
receipt of such written notice. 

b. Breaches any material term or condition of this Agreement and fails to 
remedy such breach within thirty (30) days of receipt of such written 
notice. 

c. Terminates or suspends its business operations unless it is succeeded by a 
permitted assignee under this Agreement. 

d. If either party terminates this Agreement, GCSIT will assist Client in the 
orderly termination of services, including timely transfer of the services to 
another designated provider. Client agrees to pay GCSIT the actual costs 
of rendering such assistance. 
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4 Service Scope 
 
Maintenance and Administration, Remote Helpdesk, and Vendor Management, will be 
provided to the Client by Service Provider between the normal business hours of 8:00 
AM – 5:00 PM Alaskan Time, Monday through Friday, excluding GCSIT observed 
holidays.  
GCSIT will provide manned telephone support and monitored email support from the 
working hours of 8:00AM and 5:00PM Alaskan Time, Monday through Friday, excluding 
Holidays. 
This Agreement covers the following services:  

 
4.1 Maintenance and Administration 

a. GCSIT will provide monitoring of Client environment elements as detailed in 
Appendix A, which outlines coverage envelope details with per-device 
granularity. 

b. GCSIT maintains proactive service descriptions for each of the items outlined in 
coverage envelope detailed in Appendix A.  These service descriptions are 
organized by asset class and can be provided to customer upon request. 

c. GCSIT will work with Client to outline the sanctioned window scheduling rules of 
engagement and change management process expectations. 

d. GCSIT will work with Client to capture documentation specific to the Client 
Environment as detailed in Appendix A.  Documentation will be stored in a 
shared online accessible resource with access given to both Client and GCSIT 
Managed Support Resources for reference.  GCSIT and Client are responsible for 
change management related to documentation. 

e. GCSIT patching and procedures will consist of both a manual and scripted 
process, which is determined by the GCSIT Managed Service Team and the tools 
available. Any onsite patching will be coordinated by GCSIT as needed. 

 
4.2 Remote Helpdesk 

GCSIT will provide manned telephone support and monitored email support per 
the coverage envelope details listed in “Appendix A” of this document.  Hours of 
operation for helpdesk are 8:00AM to 5:00PM Alaskan Time, Monday through 
Friday, excluding Holidays. 
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4.3 Vendor Management 
GCSIT will manage and direct all Information Technology Vendors designated as a 
Supported Asset or Application defined in “Appendix A” in support of Client GCSIT 
Managed Services Support Environment. GCSIT will track work order requests and 
update Client based on work performed by GCSIT and its Third-Party Vendors.  GCSIT 
will manage Vendors through remote means between the hours of 8:00AM and 5:00PM 
Alaskan Time, Monday through Friday, excluding Holidays. 
Client Internal Staff will have primary responsibility for coordination and first response 
on alerts and notification to appropriate vendor(s) and/or third-party resource(s) to 
assist GCSIT in the event cross-platform collaboration is needed.  
 

4.4 Reporting 
GCSIT will provide regular, proactive reporting specific to the asset classes in the 
coverage envelope outlined in “Appendix A” of this document.  Reporting will consist of 
the tasks and metrics that are outlined in the services descriptions that GCSIT maintains 
per asset class and will be provided by the assigned CSM. 
 

4.5 Customer Success Manager (CSM) 
GCSIT will provide a CSM to work with Client to ensure optimal delivery of all services 
provided.  GCSIT’s CSMs provide our clients with a key contact to oversee and 
coordinate all scheduled activities, Stewardship calls, project management, tracking, 
reporting, documentation, invoicing, reoccurring tickets, issue resolution and change 
management. 
 

4.6 Annual Environment Assessment 
An Annual Environment Assessment will compare the existing systems defined in 
Appendix A against current best practices, current and upcoming system versions, and 
management and executive leadership initiatives. This effort will also review the 
operations efficiency factors observed and discussed in the previous assessments. 
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4.7 Continuous Improvement Support 
Continuous Improvement Support will take on improvement projects to follow vendor 
best practices and recommendations for the architecture and workloads of the systems 
defined in Appendix A. Services will be completed within the organization’s change 
management framework. The list of projects will grow out of ongoing managed services 
and Assessments. 
Regularly scheduled meetings will be held to determine items for continuous 
improvement, business objectives and review relevant metrics. 
 

4.8 Virtual IT Director 
As an additional added benefit to the City of Nome, GCSIT will provide and employ a 
remote Virtual IT Director to act on behalf of the City of Nome in an IT Leadership role. 
The virtual IT Director will assist the City of Nome with Technology decisions, strategy, 
and future planning. 
Virtual IT Director will spend up to 15 hours per week and will attend one (1) City 
Council meeting quarterly on a pre-determined and pre-scheduled basis as needed. City 
of Nome would be responsible for any needed travel. 
 

4.9 Cybersecurity Managed Services 
The overall goal of this scope of work is to provide Customer with access to technical 
cybersecurity expertise and services in support of the monitoring, and ongoing 
maintenance of the network security infrastructure securing the internet edge of the 
network.  Sollievo IT will provide services to the Customer to perform network security 
monitoring and reporting as well as keep the specified systems current with applicable 
software, operating system, and firmware updates. 
City of Nome is required to designate and assign a dedicated POC (Point of Contact) to 
act as onsite smart hands for GCSIT support as needed, and to advocate on behalf of 
City of Nome. 
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5 Service Management 
 
Effective support of in-scope services is a result of maintaining consistent service levels. 
The following sections provide relevant details on service availability, monitoring of in-
scope services and related components. 

5.1 Service Availability 
Coverage parameters specific to the service(s) covered in this Agreement are as 
follows: 
 

a. Telephone support: 8:00 A.M. to 5:00 P.M. Alaskan Time Monday – Friday, 
excluding Holidays. 

b. Calls received out of office hours will be answered by specialized availability 
team. That team will contact the next available technical resource for Critical(P1) 
and High(P2) troubleshooting, password resets and resolutions. Best effort will 
be made to contact Client and work to resolve the request based upon the 
determined priority.  

c. Email support: Monitored 8:00 A.M. to 5:00 P.M. Alaskan Time Monday – Friday, 
excluding Holidays. 

d. Emails received outside of office hours will be collected, however no action will 
be guaranteed until the next working day. 

5.2 Trouble Reporting Procedures 
a. Problem Notification will be made by client to GCSIT Support Desk 
b. All support requests must route through GCSIT Support Desk at: 

support@gcsit.com 
c. Emergency Support Line: 877-213-4670 
d. Problem Verification and Determination of Priority level will be determined by 

GCSIT. 
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Response Time: 3 Business Days 
Communication: Weekly 
Scheduled: Work that has been scheduled in advance with the customer. 
Low: A minor service issue or general inquiry. 
 
Priority 5: Project 
Response Time: 2 Business Days (Management Initiated) 
Communication: Bi-monthly 
A long term project or service request with no specific expectations on response time. 

6 Excluded Services 
 

a. Any equipment, hardware, parts, and software not specifically listed in Appendix 
A is out of scope.  Any additional labor associated with an incident or outage 
caused by equipment or systems not listed in Appendix A will be invoiced 
separately from the agreement. 

b. All equipment, hardware, parts, and software not covered by any vendor or 
manufacturer warranties or support agreement. 

c. The costs to acquire, configure, and install new or replacement hardware or 
parts, or any associated delivery or shipping charges of any kind. 

d. The costs to acquire, configure, and install new or replacement software or to 
license renew or upgrade software of any kind. 

e. The cost of any 3rd party vendor or manufacturer support or incident fees of any 
kind 

f. All service and repairs made necessary by the alteration or modification of 
equipment, other than that authorized by GCSIT and identified in Covered 
Equipment in Appendix A including alterations, software installations, or 
modifications of equipment made by Client’s employees or anyone other than 
GCSIT. 

g. Failure due to acts of God, building modifications, power failures or other 
adverse environmental conditions or factors. 

h. Cybersecurity incident response  
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7 Limitation of Liability 
 
THE FOLLOWING IS A DISCLAIMER OF WARRANTIES, LIMITATION OF LIABILITY AND 
LIMITATION OF ACTIONS. 
 
GCSIT agrees, fully permitted by law, to indemnify and hold harmless Client, its officers, 
directors, and employees against all damages, liabilities or costs, including reasonable 
attorneys’ fees, defense costs, and regulatory fines or fees incurred for breaching 
HIPPA or PCI data, to the extent caused by GCSIT’s negligent performance of 
professional services under this Agreement and that of its sub consultants or anyone for 
whom the consultant is legally liable. 
 
Client agrees, fully permitted by law, to indemnify and hold harmless GCSIT, its officers, 
directors, employees and sub consultants against all damages, liabilities or costs, 
including reasonable attorneys’ fees, defense costs, to the extent caused by client’s 
negligent acts or omissions in connection with this Agreements and the acts of 
omissions of Client’s contractors, subcontractors, consultants, or anyone for whom 
Client is legally liable. 
 
Neither Client nor GCSIT shall be obligated to indemnify the other party for the other 
party’s own negligence. Under no circumstances with GCSIT’s cumulative liability to 
Client exceed a sum equal to the limit of GCSIT’s Certificate of Insurance. If GCSIT and 
Client cannot agree within a 60-day period whether a party has been negligent, both 
parties agree to enter binding arbitration with a mutually agreed upon third party. 

8 Replacement Equipment Coverage 
 
As a benefit to City of Nome, when the City of Nome purchases new and/or 
replacement hardware and/or software, which is specified, configured, and purchased 
through GCSIT for one-to-one equipment replacement of items in Appendix A, (old 
device to be retired), GCSIT will provide configuration, domain integration, and 
installation for assets in the following classes as part of the managed services contract: 
 
Hardware Coverage  

• Desktops (*1x1 replacements only, limited to 20 devices yearly*) 
• Phone Handsets 
• Network Switches (*1x1 replacements only, limited to 2 devices annually*) 

 
Software Coverage: 

• PC applications 
• One Major VMware vSphere Version Upgrade is included (8.0 when stable) 
• No Windows Server Upgrades are included 
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Additionally, the one for one replacement of hardware or software assets is 
limited/restricted to the same vendor and/or class of device for those assets called out 
in Appendix A. Replacement Equipment Coverage and does not apply to any other 
vendors replacement equipment, unless specified and approved by GCSIT Subject 
Matter Experts. In the event of a vendor equipment change, a GCSIT Services Approval 
to Proceed (SAP) or Statement of Work (SOW) will be required and must be approved 
by City of Nome prior to any configuration, integration, and/or deployment. 
 

9 Warranties; Returns; Disclaimer 
 
If you are unhappy with work performed for any reason, please inform GCSIT within 
five (5) business days and GCSIT will make all reasonable efforts to fix the problem 
without further charges. GCSIT’s work shall be deemed accepted in full if GCSIT is not 
informed within five (5) business days of performance of the work. During the process 
of providing services, you may purchase from GCSIT various technology equipment, 
software, and other peripherals (collectively *Equipment*). All Equipment, except 
opened software and equipment specifically described as non-returnable, can be 
returned to GCSIT for a period of ten (10) days for a full refund, minus any applicable 
shipping fees. All returned items must be in “like new” condition and include the original 
packaging. GCSIT DISCLAIMS ALL OTHER WARRANTIES, WHETHER EXPRESS OR 
IMPLIED, INCLUDING WITHOUT LIMITATION, THE WARRANTIES OF 
MERCHANTABILITY AND OF FITNESS FOR A PURPOSE. 
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10 Non-Solicitation of Employees 
 
Neither party shall hire or solicit any employee of the other party until twelve (12) 
months have elapsed from the date GCSIT and any partner company last performed 
services under this AGREEMENT. Notwithstanding anything to the contrary in this 
AGREEMENT, neither party shall be prohibited from (i) engaging in any general 
solicitations (including, without limitation, through the use of employment agencies) 
and hiring any employee of the other party who may respond to such solicitations, so 
long as solicitation is indirect, general in nature and does not specifically target any of 
the other party’s employees, or (ii) hiring any employees of the other party who seek 
employment at their own initiative. 
 

11 Confidentiality of Shared Information 
 
Each Party shall hold in trust for the other party and shall not disclose to any non-party 
to the Agreement, any confidential information of the other party. Confidential 
Information is information which relates to either party’s research, development, trade 
secrets, or business affairs, but does not include information which is generally known 
or easily ascertainable by nonparties of ordinary skill in computer design, programming, 
networking, information technology, or the specific business interests of either party. 
 

12 Miscellaneous 
 
This Agreement shall be governed by the laws of the State of AK, including any records 
request per the Freedom of Information Act. It constitutes the entire Agreement 
between Client and GCSIT for monitoring/maintenance/service of all equipment listed in 
“Appendix A.” Its terms and conditions shall prevail should there be any variance with 
the terms and conditions of any order submitted by Client. 
GCSIT is not responsible for failure to render services due to circumstances beyond its 
control including, but not limited to, acts of God. 
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13 Acceptance of Service Agreement 
 

This Service Agreement covers only those solutions listed in “Appendix A.” GCSIT must 
deem any equipment/services Client may want to add to this Agreement after the 
effective date acceptable.  
IN WITNESS WHEREOF, the parties hereto have caused this Service Agreement to be 
signed by their duly authorized representatives as of the date set forth below. Accepted 
by: 

City of Nome  GCSIT 

 
 

  

Signature  Signature 

   

Name  Name 

   

Date  Date 
 
City of Nome 

Primary Contact: 
Wade "Gray" Harrison  
(907) 443-6621 wharrison@nomealaska.org 
 
Billing Address: 
City of Nome 
P.O. Box 281 
Nome, AK 99762 
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Dell Optiplex 5050   Desktop Support 

Dell OptiPlex 7080   Desktop Support 

Dell Optiplex 5050   Desktop Support 

Dell Optiplex3050   Desktop Support 

Dell Optiplex3050   Desktop Support 

Dell Optiplex3050   Desktop Support 

Dell Optiplex3050   Desktop Support 

Dell Optiplex3050   Desktop Support 

Dell Optiplex3050   Desktop Support 

Dell Optiplex3050   Desktop Support 

Dell Optiplex3060   Desktop Support 

Dell Optiplex3060   Desktop Support 

Dell Optiplex3060   Desktop Support 

Dell Optiplex3060   Desktop Support 

Dell Optiplex 3060   Desktop Support 

Dell Optiplex 3060   Desktop Support 

Dell Optiplex 3070    Desktop Support 

Dell Latitude 7410   Desktop Support 

Dell Optiplex 3070    Desktop Support 

Dell Optiplex 3082   Desktop Support 

Dell Optiplex 3082   Desktop Support 

Dell Latitude 5420   Desktop Support 

Dell Latitude 5424 Rugged    Desktop Support 

Dell Latitude 5430 Rugged     Desktop Support 

Dell Latitude 5430 Rugged     Desktop Support 

Dell OptiPlex 7090 UFF    Desktop Support 

Dell Latitude 7220 Rugged   Desktop Support 

Dell Latitude 7220 Rugged   Desktop Support 

Dell Optiplex3060   Desktop Support 

Dell Optiplex3060   Desktop Support 

Dell Latitude 5430 Rugged    Desktop Support 

Dell Ltitude 5410   Desktop Support 

Dell Precision 3640   Desktop Support 

Dell Latitude 5420   Desktop Support 
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