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1 Description of Services 
1.1 Executive Summary 

This Statement of Work (“SOW”) is made by and between Xerox Corporation (“Xerox”) and [Customer name] 
(“Customer”), which shall collectively be known as the “Parties”, pursuant to the terms and conditions of Xerox Contract 
Number [7-digit Contract #] (“Agreement”) between the Parties.   

In case of a conflict between the terms in this SOW and the Agreement, the terms of the Agreement shall control. 

This SOW sets out provision of Services for Intelligent Workplace Services (“Services”) by Xerox in the Output 
Environment at the Sites. Xerox shall design, create, install, and operate the Services solution in three (3) phases: 
Transition, Transformation, and Service Operations as further described herein.   

1.2 Key Dates 

- The effective date of this SOW shall be the effective date of the Order to which this SOW is attached (“Effective 
Date”).  

- The Term of this SOW is the term of the Order to which this SOW is attached, including any extensions thereto as 
mutually agreed upon by the Parties. 

- Upon the completion of Transition, Xerox will begin the provision of the Services during the Service Operations 
phase of this SOW. 

1.3 In-Scope Devices 

Device Type In-Scope SLAs Applicable 

Xerox Equipment Yes [Yes or No] 

Third Party Hardware – owned [Yes or No] No 

Third Party Hardware – leased No No 
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2 Definitions 

Terms defined in the Agreement and used herein shall have the meaning set forth in the Agreement unless expressly 
defined herein. 

Ad Hoc Request – A request by Customer for any services that are not a part of this SOW.   

Additional Equipment – Equipment that is not listed in the Xerox proposed Site Plan, but which the Parties mutually 
agree to add to a Site Plan for an incremental charge. 

Assessment – The activities undertaken by the Parties as set forth herein, to gather information and develop Site Plans. 

Asset Tag Number – A unique bar-coded number for each Device that is to be managed pursuant to this SOW.  This is 
in addition to the manufacturer assigned serial number.   

Break Fix – The issue resolution, repair, or maintenance of all Devices (also known as “Maintenance Services” for 
Equipment). 

Business Day / Hours – The hours during which Xerox shall perform the Services, which are Monday through Friday, 
8:00 AM to 5:00 PM, local Site time, excluding Customer’s holidays.  

Capabilities – The functionalities available in a Multifunctional Printer (“MFP”) (e.g.  printing, scanning, copying, faxing, 
etc.).   

Change Control Process – A systematic approach to managing all changes made to the Services and Devices 
supported under this SOW. All changes shall be made via a change control document (SOW amendment or an Order) 
agreed to by the Parties, prior to implementation of such changes. 

Customer Caused Delay – Customer, or Customer’s agents’, failure to perform or facilitate completion of the Customer 
accountable Transition or Transformation activities outlined in this SOW, which result in elongating the Transition and / or 
Transformation project schedule as documented in the Project Plan.  

Customer Caused Failure – A Device and/or Service interruption that is caused by Customer, including, but not limited 
to: (i) moving a Device, (ii) Customer Software or other print and network infrastructure issues, including any printing 
issues related to applications not certified by Customer on Equipment, (iii) failure to install adequate virus protection, (iv) 
use or modification of a Device inconsistent with the original equipment manufacturer (OEM) documentation for such 
Device, (v) use of items not manufactured, sold or recommended by the OEM, (vi) unauthorized use of a Device (vii) 
misuse of Devices by Customer.   

Customer’s Service Desk – A help desk operated by or on behalf of Customer. 

Customer Software – The software programs, in object code, and programming (and all modifications, replacements, 
upgrades, enhancements, documentation, materials and media related thereto) reasonably required or requested to be 
provided by Customer and used by Xerox under this SOW, including for example, SQL, workstation image, and anti-virus 
software on Customer servers running the Xerox Tools.  Customer Software expressly excludes all software and Xerox 
Tools as defined in the Agreement. 

Device – All In-Scope Equipment (and Third Party Hardware if In-Scope) which may include single function printers, 
MFPs, desktop scanners and fax machines. 

End User – Customer’s employees, personnel, vendors, subcontractors, or guests at Sites who are authorized to utilize 
the Devices. 

Equipment – In-Scope Xerox-brand equipment (i.e.  printers, copiers, MFP’s, and their included accessories). 

Fault – An interruption in the operation of a Device that is caused by either a Hard Device Failure or a Customer Caused 
Failure. 

Hard Device Failure – A Device-related issue that requires a trained Xerox resource to restore the Device to operating 
status. 

Impression - An image produced by any Device.  Double-sided Impressions and Impressions larger than A4 8.5 x 14 
inches may be counted as two (2) Impressions. 
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Impression Volume – The total number of Impressions produced within a specified timeframe, as reported by the Xerox 
Tools.     

In-Scope – Devices, Sites, and End Users which have been agreed to be entitled to receive the Services provided by 
Xerox under this SOW. 

MACD – (Move Add Change Dispose) – The movement, addition, change, or disposal of a Device in the Output 
Environment. 

MFP – (Multifunction Printer) – A Device that includes various Capabilities, including, but not limited to copying, printing, 
faxing, and scanning.   

Network-Attached Devices – Devices connected to Customer’s electronic data network and that are accessible by the 
Xerox Tools, as defined in the Agreement, for purposes of gathering the data needed to provide the Services. 

On-Site – That which takes place, or is situated, at a Site. 

Output Environment –The printing, faxing, copying, and scanning activities generated from Devices and related Services 
in support thereof. 

Project Plan – Xerox and Customer shall develop this operational document containing the specific activities and 
schedules to be conducted and followed in accordance with the terms of this SOW.   

Services – The combination of software, technology, people, and processes provided to manage and support all Devices, 
Sites, and End Users as defined in this Intelligent Workplace Services SOW. 

Service Incident – An individual occurrence or event that requires proactive (Xerox initiated) or reactive (Customer 
initiated) Break Fix, Supplies, MACD, or other Services.   

Service Incident Management – The management of Service Incidents from the point of request to resolution including, 
tracking the status of Service Incidents, and reporting on Service performance levels as set forth in this SOW. 

Service Level Agreement (or “SLA”) – Performance standards and the associated metrics used to measure Xerox’s 
achievement of Service performance levels. 

Site – Customer or eligible affiliate location where Services are performed and/or Devices are installed as set forth in this 
SOW. 

Site Contact – A specific End User identified by Customer to be the designated point of contact at a Site for any support 
issues involving Devices, including the installation of Equipment, startup of Services, End User education, remote 
diagnostics support, and management of the Supplies at their Site(s).   

Site Plan – The plan created by Xerox for Services and Devices for each respective Site, or discrete locations within a 
Site, (e.g.  floors, departments, buildings, etc.).  Individual Sites may contain one or more Site Plans.  

Supplies – Collectively refers to Consumable Supplies, as defined in the Agreement, (and Third Party Supplies if In-
Scope, as defined herein).  Generally, Supplies includes toner and ink, and excludes paper and staples.   

Third Party Hardware – Non-Xerox brand devices. 

Third Party Supplies – The supplies provided for Third Party Hardware comparable to those Consumable Supplies 
provided for Equipment (see definition for Consumable Supplies in the Agreement for details).  Toner and ink for Third 
Party Hardware may be OEM manufactured, non-OEM compatibles, remanufactured, or reprocessed. 

Transformation – The implementation of the Equipment and Services at all Sites in accordance with the Site Plans. 

Transition – The establishment of the Services within the Customer Output Environment, as outlined in this SOW. 

Xerox Service Desk – A Xerox service center that acts as a single point of contact to receive inbound calls from 
Customer and receive proactive alerts from Network-Attached Devices.  
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3 Transition 

3.1 Transition Delay 

Xerox shall not be liable for failure to meet the Project Plan or the SLAs where Xerox is unable to establish the Services, 
due to a Customer Caused Delay. A Customer Caused Delay may result in Transition Delay charges as listed in the 
Exhibit B - Fee Schedule.  

If there is more than a [insert timeframe] delay in the Transition project schedule due to a Customer Caused Delay, the 
Parties agree to revise the Project Plan. Transition Delay charges, if applicable, shall be processed via a change control 
document agreed to by the Parties in writing. Customer acceptance of the change control document shall not be 
unreasonably withheld. 

3.2 Customer Transition Responsibilities 

As a condition precedent to Xerox’s obligation to perform its responsibilities under this SOW, Customer shall provide the 
following: (a) materially accurate headcounts at each Site; (b) reasonable access during Business Hours to all Sites 
necessary from the Effective Date through the Term; (c) reasonable access to End Users during Business Hours; (d) 
establishment of the storage and On-Site personnel work space as detailed in the Service Operations section of this 
SOW.  Customer shall be responsible for the transition of Third Party Hardware to Xerox.  

3.3 Project Management 

Both Xerox and Customer will provide a resource to be the main point of contact for coordination of appropriate resources 
throughout Transition and Transformation, or until an agreed upon time during Transformation.   

The Parties will work to complete the Project Plan within the first four (4) weeks of the Effective Date as follows: 

ID Activity Accountable 

1. The Parties shall each provision a Project Manager to deliver the Services Xerox and Customer 

2. Provision of other resources to work with Xerox to ensure that the Services and 
processes shall be enabled during Transition and Transformation 

Customer 

3. Develop Project Plan  Xerox and Customer 

4. Provide final Project Plan to Customer.  This plan will detail the timeline, obligations 
of the Parties and activities for the intended roll out of Transformation for all Sites 

Xerox 

5. Execute the Project Plan activities as defined     Xerox and Customer 

6. Conduct Transition and Transformation project review meetings 
Such meetings shall include: 
- Status on roll-out plan 
- Status on action and issues logged 
- Decisions that need to be made 
- Risks assessed 
- Communication plan and any other relevant subjects 

Xerox and Customer 

7. Attend Transition and Transformation project review meetings Xerox and Customer  

8. Provide escalation protocol detailing contact names and escalation flow Xerox and Customer 

9. Construction and provision of End User communication.  Xerox will advise 
Customer on best practices 

Customer 

3.4 Xerox Service Desk Workflow Implementation 

Xerox Service Desk workflow implementation will be completed and tested to verify proper transfer of Service Incident 
information from Customer to Xerox.  Validation will include the data to be captured, transferred, closed, and tracked for 
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all Service Incidents and the process for Xerox to notify Customer of Service Incident closure and provide Service Incident 
Management access to the Customer.   

ID Activity Accountable 

1. Document Xerox Service Desk process flows to be used  Xerox 

2. Provide access to resources and personnel required to complete workflow 
implementation 

Customer 

3. The Parties shall develop test plans, with success criteria Xerox and Customer 

4. The Parties shall validate results against test plans / success criteria Xerox and Customer 

5. Provide toll free number for End Users Xerox 

3.5 Equipment Certification   

All new Equipment models will be tested and certified in Customer’s environment by Customer to ensure compatibility with 
the network, all software applications, print drivers and other environmental concerns.  Xerox shall make available Xerox 
OEM print driver(s) and recommended Xerox OEM printer driver(s) configuration to Customer. 

ID Activity Accountable 

1. Complete testing and certification of Equipment before any new models are 
installed as part of Transformation, and when a new model is proposed for the 
Output Environment 

Customer 

2. Provide one (1) unit of Equipment, via a separate Order, of each type/model of 
Equipment for up to thirty (30) days, for certification purposes, whenever that 
Equipment is not currently available in the Output Environment  

Xerox 

3. Complete the certification process within thirty (30) days from date of installation Customer 

4. Validate all Equipment Capabilities for compliance with any Customer information 
technology and security policies as required by Customer   

Customer 

5. Provide documentation to Xerox to identify configuration settings of Equipment 
made by Customer and/or any changes Xerox is required to make on newly 
installed Equipment 

Customer 

3.6 Xerox Tools 

The appropriate Xerox Tools will be selected, installed, used, and managed solely by Xerox for the delivery of the 
Services.  The installation of Xerox Tools shall require dedicated server(s) to be installed, functional, and attached to the 
Customer network infrastructure.   

Xerox Tools are installed on the Customer’s network to monitor networked compliant SNMP Devices automatically.  
Device information is collected and then uploaded and maintained in the Xerox hosted asset management database.   

3.6.1 On-Site Xerox Tools Deployment: Installation and Configuration Requirements 

ID Activity Accountable 

1. Provide required Xerox Tools software and hardware, server, database, network and 
firewall specifications to Customer IT group 

Xerox 

2. Procure, install, and configure server, database, network and firewall to required 
specifications 

Customer 

3. Assist in the implementation of the On-Site Xerox Tools by providing required 
network information such as the IP address ranges and/or subnets on which Devices 
reside, appropriate server access credentials, and other required data and settings 

Customer 

4. Install and configure On-Site Xerox Tools to monitor and manage required Network-
Attached Devices on the Customer’s network 

Xerox 
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ID Activity Accountable 

5. Provide Xerox with administrative rights to the server during the installation of the 
Xerox Tools and during maintenance 

Customer 

6. Propose the settings for the On-Site Xerox Tools including but not limited to polling 
intervals and alerts  

Xerox 

7. Facilitate review and agreement on the settings for the On-Site Xerox Tools including 
but not limited to polling intervals and alerts 

Xerox 

8. Perform application data backup test Customer 

9. Support application data backup test Xerox 

3.6.2 Xerox Tools Connectivity 

All Network-Attached Devices must be accessible over the Customer network by the On-Site Xerox Tools.  The On-Site 
Xerox Tools must be allowed to scan approved ranges of the Customer network periodically for SNMP-compliant Devices, 
otherwise additional charges may apply. 

3.6.2.1 Connectivity – Xerox Tools (Hosted) Application(s)   

Xerox shall host some Xerox Tools in a secure off-Site environment which communicate directly with the On-Site Xerox 
Tools deployed within the Customer’s network, as per the Xerox Device Manager Certification Guide provided by Xerox.  
All Xerox Tools will be remotely accessible by Xerox personnel, per the Xerox Device Manager Certification Guide.  Xerox 
and the Customer will agree upon the content and frequency of secure encrypted communications with the Xerox Tools at 
the hosted Xerox Site. 

3.6.3 Xerox Tools Update(s) 

Upon implementation of the Xerox Tools, Xerox will provide on-going maintenance and update(s) of the Xerox Tools, as 
necessary.   

ID Activity Accountable 

1. Provide notification of On-Site Xerox Tools updates that must be performed  Xerox 

2. Schedule updates with Customer’s team with reasonable notification of not less than 
thirty (30) days, unless otherwise required and agreed upon by the Parties  

Xerox 

3. Updates that can be completed remotely, without Xerox On-Site assistance, shall be 
coordinated with Customer during the notification and planning of such updates  

Xerox 

4. Provide access and enable Xerox to update the Xerox Tools as required  Customer 

5. Provide the most current available version of the Xerox Tools as required to perform 
the Services, as determined by Xerox, during the Term 

Xerox 

6. Prior to any update of Xerox tools, ensure appropriate backup of data and application 
servers, or other supporting applications 

Customer 

3.6.4 Backup and Support for Xerox Tools Servers 

ID Activity Accountable 

1. Provide advance notification to Xerox of all maintenance and upgrades to any 
Customer Software and third party software that may affect the proper operation of 
Xerox Tools 

Customer 

2. Back up all Customer Software applications installed on the servers hosting the 
Xerox Tools and MS SQL on at least a monthly basis 

Customer 

3. Back up all databases associated with Xerox Tools  Customer 
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ID Activity Accountable 

Conduct daily incremental and (weekly or monthly) full backups of all data tables and 
data associated with the Xerox Tools database installation on MS SQL Server.  Verify 
that backups can be read and installed 

4. Hardware and system software maintenance of servers hosting Xerox Tools or Xerox 
Tools data on the Customer network 

Customer 

5. Provide appropriate and sufficient virus protection for the servers hosting Xerox Tools 
or Xerox Tools data on the Customer network 

Customer 

 

To the extent that Customer utilizes a third party provider for the support and maintenance of its information technology 
infrastructure, including the servers hosting the Xerox Tools and MS SQL, or otherwise has access to such, the Customer 
agrees that it shall require all such third party providers to execute written obligations of confidentiality, in regards to 
Xerox’s Confidential Information, including, but not limited to the Xerox Tools,  which are no less restrictive than those set 
forth in the Agreement and this SOW. 

3.7 Final Service Operations Preparation Activities 

ID Activity Accountable 

1. Document the procedures and the Xerox and Customer accountabilities in support of 
the Service Operations section of this SOW 

Xerox 

2. Provide standard report sample as identified in the Reporting section Xerox 

3. Where applicable, manage the transfer of Services from the current contractors for 
Third Party Hardware maintenance and Third Party Supplies procurement to Xerox 
while not disrupting the Xerox Transition activities 

Customer 

3.8 Cultural Change Management 

Cultural Change Management is a communication process that enables the Customer to inform and prepare their End 
Users for the introduction of new technology and processes related to the Services.  A communication plan shall be 
mutually agreed upon by the Parties, developed and implemented by the Customer throughout Transition and 
Transformation.   

ID Activity Accountable 

1. Provide generic communication samples and templates to support the change 
management efforts  

Xerox 

2. Review, amend and/or develop content of all communications Customer 

3. Determine communication methods, options and distribution timelines Customer 

4. Develop communication plan and appropriate timeline Customer 

5. Update electronic communication templates such as posters, labels, etc.  with 
Customer provided logo’s 

Customer 

6. Provide input, develop content, review and approve proofs of the communication 
collaterals 

Customer 

7. Produce and distribute electonic and/or hard-copy communications to End Users Customer 
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4 Transformation 

4.1 Transformation Delay 

Xerox shall not be liable for failure to meet the Project Plan or the SLAs where Xerox is unable to deploy Equipment as 
outlined in the Site and Device Listing section, due to Customer Caused Delays. A Customer Caused Delay may result in 
Transformation Delay charges as listed in the Exhibit B - Fee Schedule. 

If there is more than a [insert timeframe] delay in the Transformation project schedule due to a Customer Caused Delay, 
the Parties agree to revise the Project Plan. Transformation Delay charges, if applicable, shall be processed via a change 
control document agreed to by the Parties in writing. Customer acceptance of the change control document shall not be 
unreasonably withheld. 

4.2 Transformation Preparation 

ID Activity Accountable 

1. Customer to provide print policy, which is the statement of Customer’s 
requirements for basic default print parameters such as: black and white only, 
double sided by default   

Customer 

2. Propose process to manage requests for ‘interim Equipment’ i.e. replacement 
Equipment requested by the Customer prior to any Transformation activity 
occurring at the requested Site. Interim Equipment may be implemented prior 
to the completion of Transformation at the requested Site to replace an existing 
device; the interim Equipment will not however be replaced as part of the Site 
Plan implementation. Interim Equipment will not be subject to SLA 
measurement and may require reactive Service Incidents 

Xerox 

 

4.3 Assessment 

The Parties shall jointly complete a detailed Assessment, collecting the Device Data Elements as outlined in Exhibit A and 
described herein, and complete the placement of asset tags on all Devices.  The Assessment will be completed per the 
agreed upon Project Plan. 

ID Activity Accountable 

1. Conduct an Assessment for each Xerox Responsible Site, either remotely via the 
Xerox Tools, or physically at Site as determined by Xerox, to collect the required 
Device Data Elements  

Xerox 

2. Conduct an Assessment for each Customer Responsible Site, to collect the required 
Device Data Elements 

Customer 

3. Use the Device Data Elements from Assessments to create Site Plan 
recommendations 

Xerox 

4. Import asset data and complete the linking of Devices with the Xerox Tools Xerox 

5. Provide the asset tags to be used for the Assessments and asset tagging process  Xerox 

6. Enter all Device Data Elements into the appropriate Xerox Tools Xerox 

7. Provide Site Contact name and phone number for each location.  Personnel should 
be available to support Assessments as necessary 

Customer 
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ID Activity Accountable 

8. Provide digital floor plan for each location in .jpg, .bmp, or .tif format.  If digital floor 
plan is not available, a digitized version of evacuation map is acceptable.  Customer 
will provide digital maps to Xerox no less than two (2) weeks prior to the Assessment 
and asset tagging activities described below 

Customer 

4.3.1 Xerox Responsible Assessment Site(s) 

The Parties shall mutually agree to the Project Plan for Xerox Responsible Assessment Sites and the governance process 
for capturing the asset information.  Xerox will schedule resources to complete the Assessment and asset tagging of 
Devices for those Sites containing thirty (30) or more Devices (“Xerox Responsible Assessment Sites”) as identified in 
Site Listing table.   

ID Activity Accountable 

1. Schedule resources to visit Site (if required) Xerox 

2. Conduct Assessments of Devices   Xerox 

3. Populate Assessment and Device Data Elements Xerox 

4. Affix an asset tag to the front of each Device visible to End Users for easy access Xerox 

4.3.2 Customer Responsible Assessment Site(s) 

The Parties shall mutually agree to the Project Plan for Customer Responsible Assessment Sites and the governance 
process for capturing the Device Data Elements.  Customer is responsible for the tasks as defined below, for those Sites 
containing less than thirty (30) Devices (“Customer Responsible Assessment Sites”) as identified in Site Listing table. 

ID Activity Accountable 

1. Conduct Assessment of Devices   Customer 

2. Populate Assessment and Device Data Elements using the Xerox-provided web 
portal, or mutually agreed to process 

Customer 

3. Affix an asset tag to the front of each Device visible to End Users for easy access  Customer 

4.3.3 Xerox Tools Device Data Elements   

The Parties shall jointly provide as many of the Device Data Elements outlined in Exhibit A, as is appropriate, for the 
purposes of maintaining the current asset database in the Xerox Tools.  It is understood that some Device Data Elements 
may not be available and that those missing elements shall be accepted by both Parties.  Customer is responsible for 
providing Xerox with relevant information during the Assessment of the Devices.   

All required Device Data Elements must be correctly identified and populated in the Xerox Tools database before the 
Device can be put In-Scope and managed.   

4.4 Transformation Design 

4.4.1 Site Plan Design  

 Following the completion of Assessment, Xerox shall propose a Site Plan.  The Site Plan recommendation shall include: 

- Asset Disposition List 
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ID Activity Accountable 

1.  Develop initial Site Plan recommendation by selecting the most appropriate Equipment 
configurations based on the Site and Device Listing Section in this Statement of Work, 
and/or any existing devices to be retained 

Xerox 

2.  Map existing Impression Volumes against Devices in the Site Plan Xerox 

4.4.2 Site Plan Review Process 

The Parties shall utilize the following review and approval process for Site Plan recommendations 

ID Activity Accountable 

1.  Deliver initial Site Plans to Customer Xerox 

2.  Review initial Site Plan recommendations.  Provide approval or submit any requested 
In-Scope exceptions within five (5) Business Days of receipt of the Site Plans from 
Xerox  

Customer 

3.  If In-Scope exceptions are requested, review financial, program, and resource impacts 
of the requested changes and provide updated recommendations within ten (10) 
Business Days of its receipt of such change requests 

Xerox 

4.  Provide approval on all change requests within five (5) Business Days of receipt of 
revised Site Plan 

Customer 

5.  Escalate to designated contact if any timeframe for decision has not been met Xerox 

6.  Site Plan is considered final upon the Parties approval and inclusion of all exception 
requests  

Xerox and 
Customer 

4.5 Transformation Scheduling 

ID Activity Accountable 

1. The Parties shall coordinate the completion of the implementation on each Site by the 
respective Project Managers  

Xerox and Customer 

2. The Parties shall complete the Project Plan for new Equipment delivery Xerox and Customer 

3. Upon final target delivery date being agreed to by the Parties, any subsequent 
changes will be subject to the Change Control Process  

Xerox and Customer 

4. The Parties shall complete a remote pre-implementation Site readiness review, 
including confirmation of planned deployment dates, resources and Site escorts prior 
to scheduling Equipment delivery 

Xerox and Customer 

5. Coordinate delivery and setup of the new Equipment according to the process for 
installation of Equipment 

Xerox  

6. Coordinate appropriate Customer resource necessary for Equipment configuration, 
connectivity to the network, print queue setup, and print driver installation 

Customer  

7. Coordinate any necessary support infrastructure changes deemed necessary 
including but not limited to network drop installation, phone drop installation or space 
changes including acquisition of furniture for desktop Equipment 

Customer  

8. The Parties shall agree on the remote access method using secure software 
applications/tools for configuration and implementation of Equipment   

Xerox and Customer 

 
The Site will be considered Transformed (completed) when the configuration of Devices at the Site aligns to the mutually 
agreed upon Site Plan.  If Customer requests Equipment to be added to a Site Plan after a Site has been Transformed, 
those Devices will be considered Additional Equipment, and handled using the “Add” process detailed in the MACD 
section of this document.  
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4.6 Delivery, Installation, and Removal 

All delivery, installation, and related removal activities work will be performed during Business Hours.  Any Services to be 
performed outside Business Hours will require a request by the Customer with sufficient advance notice for Xerox to 
comply with the delivery and installation of any Equipment, and additional device delivery appointment charges may apply 
as per the Exhibit B Fee Schedule.  If an item assigned to and confirmed by Customer as complete is determined to be 
incomplete at time of Equipment installation, a Site revisit charge, as provided under Exhibit B Fee Schedule shall apply. 

Removal of devices, by Xerox, shall be scheduled to be completed in conjunction with Equipment delivery.  Removal of 
devices that requires additional trips to the Site shall be charged a Site revisit charge, as provided under Exhibit B Fee 
Schedule. 

Xerox shall remotely configure some or all Equipment using secure software applications/tools (including but not limited 
to: LogMeIn, VPN Connection, or WebEx) and Internet-based network connectivity to the Customer’s data network and 
Sites.  Xerox shall utilize said applications/tools during a remote session or sessions.  Customer acknowledges and 
agrees to support Xerox in providing the IT and Site or Customer facilities contact information to facilitate and enable 
Xerox to perform such remote installation and configuration of Equipment.   

ID Activity Accountable 

1.  Deliver new Equipment to the Customer designated receiving areas, in 
accordance with the agreed deployment schedule and Site Plan   

Xerox 

2.  Validation / confirmation of Equipment deliveries Customer 

3.  Provide skilled On-Site resource to validate appropriate space, network, electrical 
and phone requirements  

Customer 

4.  Assist and enable Xerox to deliver Equipment to the designated receiving areas   Customer 

5.  Provide Xerox with all Site-specific delivery restrictions and instructions in 
advance of the Equipment delivery date, such that the Project Schedule for the 
Site(s) is not delayed or negatively impacted 

Customer 

6.  Move Equipment from designated receiving areas to specific install locations per 
agreed to Site Plan 

[Xerox or Customer] 

7.  Remove out of scope customer owned and/or leased devices from the Output 
Environment 

[Xerox or Customer] 

8.  Provide Site access to Xerox for scheduled delivery and installation of Equipment [Xerox or Customer] 

9.  Install Equipment and configure to the baseline Equipment settings mutually 
agreed to and documented prior to installation.  Connect to power supply, attach 
appropriate peripherals, load of initial paper (provided by Customer), perform 
initial testing of basic Equipment features (including duplex and finisher if 
applicable).  Removal and disposal of associated packaging materials 

[Xerox or Customer] 

10.  Configuration of Network-Attached Equipment to the network, including providing 
all LAN connections, connection of the Devices to network and phone ports, 
assignment of IP addresses or Host names, and set up the print queues.  This 
includes approving Xerox printer drivers and install drivers on the server 

Customer 

11.  Connect new Equipment to Xerox Tools Xerox 

12.  Distribute, load, and configure the print driver(s) to the appropriate workstations Customer 

13.  Application printing testing following Device set up is a ‘Key User’ responsibility.  
Should Key User experience any issue during testing, User should raise Service 
Incident for resolution   

Customer 

14.  Update and configuration of the print queues and test the printing of the 
Equipment 

[Xerox or Customer] 

15.  Authenticate with badge if applicable Customer 
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ID Activity Accountable 

16.  Tag existing devices identified for disposal [Xerox or Customer] 

17.  Move / Remove existing devices (Customer-owned or leased)  
Note: Customer may request Xerox removal of Customer-owned or leased 
devices for placement in a Customer-provided On-Site secure storage area.  
Such requests will be subject to additional charges, which will be quoted upon 
request 

[Xerox or Customer] 

18.  Customer shall have thirty (30) days from completion of Transformation to 
remove all existing devices tagged for disposal and provide validation to Xerox, 
so Xerox can update the Xerox Tools database.  Once an existing device is 
disposed, said existing device cannot be re-used within the Output Environment 
without prior written agreement by Xerox, via the Change Control Process 

Customer 

4.7 End User Education 

ID Activity Accountable 

1.  Provide access to computer-based on-line End User education and technical 
documentation for Equipment including the use of the Capabilities of the 
Equipment including printing, copying, faxing, and scan-to-email (as appropriate) 
 
End User education will also include the installation of paper and Consumable 
Supplies and instructions for general issue resolution such as removing paper 
jams, print drivers; etc. 

Xerox 

2.  Communicate End User education availability to Site Contacts and/or End users 
to ensure they know where and how to access the Equipment specific End User 
education materials 

Customer 

3.  Request Xerox-led training (e.g. On-Site; Remote Facilitated; etc.) if desired via 
the Change Control Process at an additional charge 

Customer 
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5 Service Operations 
5.1 Governance and Performance 

The Parties will meet on a regular basis to enable timely and accurate communication; allow for planning and alignment 
with Customer’s objectives and requirements as set forth in this SOW; and provide timely resolution of issues.  Meetings 
may include On-Site, web conferencing, and teleconference meetings.   

ID Activity Accountable 

1. Provide a representative to lead and monitor the provision of the Services Xerox 

2. Document meeting minutes and distribute to all attendees Xerox 

3. Ensure appropriate personnel are available for meetings, including IT contact and 
Executive Sponsor 

Customer 

5.1.1 Operational Reviews 

Xerox will schedule joint communication and status review meetings with the Customer’s designated focal point as 
required.  Xerox recommends a monthly operations review.  Topics discussed may include: 

- Open issues and progress toward resolution 
- Proposed /impending changes 
- Status of special projects 
- Customer support requirements 
- Customer management support 
- Communication needs 

5.1.2 Quarterly Business Reviews 

A formal management meeting to discuss the Services and their relationship to the Customer’s strategic business goals 
shall be conducted on a mutually agreed upon schedule.  Xerox recommends a quarterly business review where 
applicable.  Topics discussed may include: 

- Review of applicable reports and trends for the quarter 
- Review of overall Services 
- Review of the progress of the resolution of previously discussed open issues 
- Innovation proposals and opportunities 
- Major business and technology changes affecting the Services 

5.1.3 Management Structure   

The Parties shall provide resources to comprise an Operations Team for the management of the Services as defined in 
this SOW.  The team shall consist of various personnel focusing on specific functions of the Services.   A detailed listing of 
the Xerox and Customer resource roles is provided in Exhibit C.   

5.1.4 Customer Surveys 

ID Activity Accountable 

1.  Conduct periodic Customer surveys over the life of the SOW to assist the Xerox 
team with continuous improvement activities for the Services  

Xerox 

2.  Conduct such surveys using a Xerox-provided survey tool  Xerox 

3.  Share the results during Customer reviews Xerox 

4.  Utilize best efforts to enable and encourage End Users to respond to Customer 
surveys in a timely manner 

Customer 
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5.2 Service Level Management   

5.2.1 SLA Metrics 

Each Service Level Agreement (SLA) described in this section is the standard against which Xerox’s performance will be 
measured.  The measurement of any SLA under this SOW excludes any out-of-scope products and services including, 
but not limited to any existing devices and Ad Hoc Requests.  The SLAs against which Xerox shall be measured are 
represented in the table below.  Except as otherwise specified, all references to hours shall be to local time in the time 
zone in which the Device is located and refer to Business Hours; and all references to days, months, and quarters shall be 
to Business Days, calendar months, and calendar quarters respectively.  Xerox will measure SLAs monthly and will report 
on them as part of monthly performance reports as outlined in this SOW.  In the event that Xerox, after documenting a 
reasonable effort to contact the End User or gain access to the failing Device, is delayed for reasons outside Xerox’s 
control beyond its ability to meet the SLAs, the Break Fix Service Incident will be excluded from the SLA measurement 
calculation. 

5.2.2 Service Levels - Equipment 

Unless specifically stated, these metrics apply to the total fleet of Xerox Equipment.  The Equipment Uptime measurement 
applies to the Equipment population and is calculated on a 3-month rolling average. 

ID # Service Level 
Agreement 
(SLA) 

SLA Measurement 
Criteria 

Service Level 
Objective (SLO) 

Service Level 
Agreement 

SLA 
Attainment 

1.  Equipment 
Uptime 

Percentage of hours 
Xerox Equipment working 
properly during Business 
Hours 

Uptime of all Xerox 
Equipment 

Monthly Uptime 95% 

2.  Break Fix Xerox 
Service Desk 
Response 

Business Hours  Xerox Service Desk 
Response to Break 
Fix Service Incidents 
within the SLA 

4 Business Hours 95% 

3.  Break Fix 
Resolution - 
Xerox Floor 
Console MFP 
Equipment 

Business Hours  Resolution of Break 
Fix Service Incidents 
within the SLA 

Second Business 
Day 

95% 

4.  Break Fix 
Resolution - 
Xerox Desktop 
MFP and Printer 
Equipment  

Business Hours  Resolution of Break 
Fix Service Incidents 
within the SLA 

Second Business 
Day 

90% 

5.2.3 Service Levels – Third Party Hardware 

Break Fix Resolution for non-Xerox branded devices is contingent upon parts availability from the OEM. 
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 ID# Service Level 
Agreement 
(SLA) 

SLA Measurement 
Criteria 

Service Level 
Objective (SLO) 

Service Level 
Agreement 

SLA 
Attainment 

1.  Break Fix Xerox 
Service Desk 
Response 

Business Hours  Xerox Service Desk 
Response to Break 
Fix Service Incidents 
within the SLA 

[insert SLA] [insert %] 

2.  Break Fix 
Resolution – 
Third Party 
Hardware  

Business Hours  Resolution of Break 
Fix Service Incidents 
within the SLA 

[insert SLA] [insert %] 

 

5.2.4 SLA Measurement 

The performance measurement for each SLA will be the aggregate of all Break Fix Service Incidents for that given SLA 
shown in the table above.  Each activity falling in the Service Level Objective category will be measured to determine if it 
has met the SLA target or not.  The total number of missed Break Fix Service Incidents will be subtracted from the total 
number of Break Fix Service Incidents, and that result will then be divided by the total number of Break Fix Service 
Incidents.  The result will be expressed as a percentage. 

Equipment Uptime 

SLA Definition A measurement of the percentage of time the Equipment is available for use within Business 
Hours.  Equipment is available when its primary Capabilities (including print, copy, scan, and/or 
fax) are usable by the Customer.  Equipment Uptime times apply to Equipment-related Break 
Fix Service Incidents only. 

Measurement 
Basis 

Basis:  Availability of Equipment in a given three (3) month rolling period.   
For Network-Attached Equipment, availability will be measured by Xerox using a combination of 
the Xerox Tools, and outage reports.  For non-Network-Attached Equipment, availability will be 
measured by Xerox using Break Fix Service Incidents and outage reports only. 

Measurement 
Computation 

Equipment Uptime% = Total Business Hours available in a calendar month minus Unplanned 
Outage Hours (as defined below) divided by Total Business Hours (as defined below) available 
in a three (3) month rolling period. 
 
Total Business Hours available within a calendar month equal the total number of units of 
Equipment (as recorded in the Xerox Tools) times the number of Business Hours in the 
calendar month minus any time for planned outages required for preventive maintenance 
Unplanned Outage Hours equals the time when a piece of Equipment is unavailable to use 
because it has failed, or a Supply is required, and none exists at the point-of-use.   
Unplanned outages not included in the computation include but may not be limited to: power 
failure, network failure, virus, Customer security protection measures or disruptions, or other 
Customer limitation, fire/flood/disaster or other Force Majeure event, misuse, abuse, or 
Customer Caused Failure - e.g., moving the machine, or Customer Software issues. 

Break Fix Xerox Service Desk Response Time 

SLA Definition The duration (in Business Hours) required to initiate and triage a Break Fix Service Incident by 
the Xerox Service Desk.  Response time is measured from the time Xerox is notified of the 
issue (either electronically or verbally) to the time the Xerox Services Desk begins the triage 
and resolution process.  Break Fix Xerox Service Desk Response times apply to reactive Break 
Fix Service Incidents only. 

Measurement 
Basis 

The % of Break Fix Service Incidents responded to by the Xerox Service Desk within the SLA 
performance specification. 
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Measurement 
Computation 

Break Fix Xerox Service Desk Response Time % = Number of Break Fix Service Incidents 
(Reactive only) responded to by the Xerox Service Desk within the SLA performance 
specification for a given calendar month divided by the total number of Break Fix Service 
Incidents responded to by the Xerox Service Desk in that same calendar month. 
 
The measurement includes Customer requests only.  Proactive Service Incidents are not 
included in this calculation. 

Break Fix Resolution Time 

SLA Definition The duration (in Business Hours) required to resolve a Break Fix Service Incident on a Device 
whose primary Capabilities are not available for use.  This applies to Break Fix Service 
Incidents received by 2:00 p.m. local time.  This is measured from the time Xerox is notified 
(either electronically or verbally) that the Device is unavailable for use to the time when the 
Device is returned to availability (including print, scan, copy, or fax as applicable). Break Fix 
Resolution times apply to Device-related Break Fix Service Incidents only.  
 
This SLA includes Device issue resolution conducted by means of a remote Xerox Service 
Desk agent.  This could be either a “Proactive” or “Reactive” Break Fix Service Incident as 
described in the Xerox Service Desk section of this SOW.   

Measurement 
Basis 

The % of Break Fix Service Incidents resolved within the performance specification. 

Measurement 
Computation 

Break Fix Resolution Time % = The number of Break Fix Service Incidents that closed within 
the performance of the SLA specification within a given calendar month divided by total number 
of Break Fix Service Incidents closed within the reported calendar month. 
 
Xerox will measure the elapsed time of each Break Fix Service Incidents using Xerox® Tools.  
The Xerox Tools will calculate the percentage of Break Fix Service Incidents meeting the 
specified performance level. 
 
Exceptions: Break Fix Service Incidents will be exempt from the measurement criteria if Xerox, 
after documenting a reasonable effort to contact the End User or gain access to the failing 
Device, is delayed beyond their ability to meet the Service Level Agreements (outside of 
Xerox’s control).  In addition, Break Fix Service Incidents related to power failure, network 
failure, virus, Customer security protection measures or disruptions or other Customer 
limitation, fire/flood/disaster or other Force Majeure event, misuse, abuse or Customer Caused 
Failure are exempted. 

5.3 Reporting 

Xerox will monitor performance of the Devices and the effectiveness of the Services. 

ID Activity Accountable 

1.  Track, monitor and report on Device performance  Xerox 

2.  Provide a consolidated, standard set of management reports (detailed below) 
measuring the performance and delivery of the Services.  The reports will also 
include Impression Volume information 

Xerox 

3.  Additional and / or alternate reports may be requested by Customer.  Additional 
reports may be quoted upon request, and additional charges as provided under 
Exhibit B Fee Schedule shall apply and shall be added to the Services via the 
Change Control Process   

Customer 
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5.3.1 Standard Reports  

ID Report Name Description Frequency 

1.  Service Performance Report Service performance in relation to Service 
Level Agreement Target 

[Monthly or Quarterly] 

2.  Asset Status Report Device asset properties [Monthly or Quarterly] 

3.  Service Incident Report All Services-related aspects of incident 
management   

[Monthly or Quarterly] 

4.  Volume Detail Report Detailed Impression Volume for Devices  [Monthly or Quarterly] 

5.4 Xerox Service Desk Support 

The Xerox Service Desk will handle requests, incidents, supplies ordering, MACD administrative support, and asset 
database management for all Services and Devices.   

5.4.1 Xerox Service Desk 

The Xerox Service Desk provides Service Incident Management. The Xerox Service Desk receives and processes both 
reactive Service Incidents initiated by the Customer and proactive Service Incidents that are initiated by network-
connected Devices using Xerox Tools.   If a Service Incident reported to the Xerox Service Desk is identified as an issue 
that the Customer is responsible for resolving, including without limitation, desk-side support, print queue/print server, or 
network connectivity, then the Xerox Service Desk shall send the Service Incident to the Customer’s Service Desk for 
closure/resolution, along with any available problem identification information that was provided to Xerox.   

5.4.2 Standard Xerox Service Desk Service Elements 

ID  Service Elements Accountable 

1.  Standard Operating Hours: 8AM to 8PM Eastern Standard Time Xerox 

2.  Language(s) Provided: English.  Other languages may be available at additional 
cost 

Xerox 

3.  Reactive Services:  Xerox will provide the following means for Customer to initiate 
Service Incidents: 
- Telephone call 
- Xerox Services Portal (XSP) or Fleet Management Portal (FMP) 
- Xerox Support Assistant (XSA) 

Xerox 

4.  Proactive Services: 
Xerox will proactively monitor the Network-Attached Devices for Supply and Break 
Fix alerts remotely, using Xerox Tools, which will auto-generate Service Incidents  

Xerox 

5.4.3 Proactive Service Incidents 

Proactive alerts enable Xerox to provide proactive Break Fix Service delivery and Supplies monitoring and just-in-time 
delivery for Network-Attached Devices.   

If Xerox Tools detect a Device condition that has exceeded an established threshold, then a Device remote alert shall be 
generated, and the Incident shall be reported to the Xerox Service Desk. 

ID Activity Accountable 

1. Xerox Service Desk shall attempt to resolve the Service Incident using remote 
diagnostic tools without Customer intervention 

Xerox 
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ID Activity Accountable 

2. If resolved, the Xerox Service Desk shall close the Service Incident as resolved Xerox 

3. If not resolved, Xerox shall contact a pre-designated Site Contact or End User to 
perform remote diagnostics, when appropriate, for selected issues and Devices  

Xerox 

4. The designated Site Contact or End User shall assist Xerox with reasonable remote 
diagnostic procedures to provide proper diagnosis and timely resolution 

Customer 

5. If Xerox is unable to resolve with remote diagnostics, then Xerox shall dispatch a 
technician 

Xerox 

5.4.4 Reactive Service Incidents 

As noted in the End User education section, End User education includes the installation of paper and Consumable 
Supplies as well as the instructions for the resolution of routine issues such as removing paper jams, print drivers; etc.  
When an End User encounters a problem that requires Xerox’s assistance to resolve, they may create a reactive Service 
Incident via one of the means noted in the Standard Xerox Service Desk Service Elements section. 

ID Activity Accountable 

1. Initiate a Service incident with Xerox and provide the required Service Incident 
information:  (a) End User name, email, and contact number; (b) Site; (c) address, 
building and floor number; (e) type of Device or Service; (f) the Asset Tag Number; 
(g) brief problem description 

Customer 

2. Work with End User to perform remote diagnostics, when appropriate for the 
reported problem(s) and Devices  

Xerox 

3. The End User shall assist Xerox with reasonable remote diagnostics procedures to 
allow for proper diagnosis and timely resolution 

Customer 

4. If Xerox is unable to resolve the problem with remote diagnostics, then Xerox shall 
dispatch a technician 

Xerox 

5.5 Break Fix Management 

Xerox shall provide the management of Break Fix Service Incidents to the point of issue resolution including, but not 
limited to remote resolution, dispatching of a technician or vendor, tracking the status of Break Fix Service Incidents, and 
reporting on Service performance levels as set forth in this SOW.  The Customer will provide access to each Site and 
Device.  Remote monitoring of Network-Attached Devices enables Xerox to remotely resolve or proactively dispatch a 
Xerox resource for Break Fix Service Incident resolution.  In the table below are conditions required for Xerox’s effective 
delivery of the Services described in this SOW.  

5.5.1 Third Party Hardware (if applicable) 

For In-Scope Third Party Hardware, Xerox shall follow OEM guidelines on whether a component is End User replaceable 
or not. If Xerox determines that a unit of In-Scope Third Party Hardware is classified by the OEM as service discontinued, 
or parts or Supplies are no longer commercially available, or the cost of repair exceeds the value of the Third Party 
Hardware, Xerox shall discontinue Break Fix Service. Customer may: (i) replace such In-Scope Third Party Hardware at 
its own expense with a Device that is then-supported by Xerox; or (ii) notify Xerox to delete such In-Scope Third Party 
Hardware from the Services set forth herein, via the Change Control Process. 

ID Activity Accountable 

1. Perform maintenance on supported, Devices, including warranty and non-warranty 
parts and labor  

Xerox 

2. Determine when and if a Device is to be repaired, replaced, or eliminated and 
communicate such change to Customer  

Xerox 

3. Provide Break Fix Service Incident dispatching Services when required Xerox 
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ID Activity Accountable 

4. Perform parts procurement Xerox 

5. Perform OEM-required maintenance on Devices, except for (i) older model OEM 
Devices with limited or no parts availability; (ii) Devices where it is no longer 
economically viable to repair such Device; or (iii) warranty services on Devices 
leased from third parties   

Xerox 

6. Responsible for the following:  
- provide a single point of contact (typically the Operations Executive with sign-

off authority) to work with Xerox to authorize out of scope services 
- provide written Customer internal escalation procedures to be used by Xerox 
- provide reasonable accessibility to each Site 
- provide End User contact information and support for remote problem 

determination and resolution efforts 
- replacement of Device cartridge-based maintenance kits and components 

designated as End User replaceable by the OEM 
- clear any non-repetitive papers jams, and replenish paper 
- cleaning user interface surfaces 
- any printing issues and Faults not caused by a Hard Device Failure 

Customer 

5.5.2 On-Site Maintenance Services 

On-Site Maintenance Services are incremental to the standard Break Fix Service for Devices. 

The On-Site Maintenance Services shall: 

- Understand common fault codes and correct them 
- Diagnose and correct common image quality problems 
- Perform color balancing and color printer calibration, when required 
- Promote Break Fix Service Incident avoidance, including use of web-based applications that provide self-help, 

troubleshooting guidelines, and other technical resources for problem resolution 
- Clean Devices and distribute Customer-inventoried Supplies to the On-Site Maintenance Services supported 

Sites described below 
- For every On-Site Maintenance Services supported Site, receive Supplies from Customer and distribute Supplies 

to respective End Users.   Receiver is responsible and shall be responsible for any post-delivery delays that may 
result in a Device running out of a given Supply 

- For every On-Site Maintenance Services supported Site, properly dispose of used cartridges according to federal, 
state, and local regulations 

- Be available to the Customer during Business Hours 
- Support up to [enter #] Devices 
- See Site Listing for Sites serviced under On-Site Maintenance Services  

5.5.3 On-Site Technical Services 

On-Site Technical Services are incremental to the standard Break Fix Service for Equipment. 

The On-Site Technical Services shall: 

- Be responsible for escalating specific machine issues to the Xerox Service Desk.  Identify and resolve potential 
Equipment service problems  

- Perform standard Break Fix service  
- Perform service maintenance tasks including high frequency service items, when applicable 
- Understand machine fault codes and correct them 
- Diagnose and correct common image quality problems 
- Replace major components in the print engine, fusing subsystem, and paper handling areas of the print engine. 
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- Perform color calibration as required 
- Promote Break Fix Service Incident avoidance, including use of web-based tools that provide self-help, how-to 

information, troubleshooting guidelines, and other technical resources to resolve problems locally.  This requires 
the On-Site Technical Services to have access to the Internet at the Site 

- Maintain the On-Site inventory of parts.  Customer is responsible for providing a secure location for parts to 
prevent theft or unwarranted usage of such 

- Be available to the Customer during Business Hours 
- Support up to [enter #] units of Equipment 
- See Site Listing for Sites serviced by the On-Site Technical Services  

5.5.4 On-Site Activities and Storage Areas  

Xerox and the Customer will mutually agree on the provision of locked storage areas, where required, to maintain an 
agreed to supply of backup Devices, and parts, needed to provide Services to End Users per the requirements of this 
SOW.  Stored Devices are also tracked in the Xerox asset database.  Devices removed from secure storage by Customer 
staff must be coordinated with Xerox operations to assure proper asset tracking.  Local Customer personnel access to 
secured storage must be limited.  Xerox is not responsible for loss of items that are not solely controlled by Xerox.  
Customer will provide: 

- Suitable working space with Customer network access and lockable closet storage for Devices, spare parts and 
Supplies as determined by Xerox 

- Additional cubicle space in a Customer’s Site for Xerox use, if required 

5.5.5 Environmental Health and Safety 

Xerox maintains policies against operating Third Party Hardware that Xerox employees are not properly trained on. 

Any safety related job procedures, hazardous materials information, and evacuation procedures must be provided to the 
Xerox resource.  Xerox shall not take responsibility for any unauthorized, untrained Customer resource to operate 
Equipment.  Unless mutually agreed upon by the Parties, Xerox resources are restricted to lifting materials of fifty (50) lbs. 
or less. 

5.6 Supplies Management  

Supplies for Network-Attached Devices, including OEM's or Xerox approved compatibles, will be shipped to the address 
specified by Customer. Xerox is responsible for determining which type of Supplies shall be provided, in what quantity, 
when the Supplies shipment is sent, which Supplies are consolidated for shipment, and the method of shipment (standard 
is ground shipping) in order to maintain the desired level of service. This includes Supplies return processing. This service 
is also known as Automated Supplies Replenishment (ASR). 

When Devices that are NOT Network-Attached are agreed to be In-Scope under this SOW, Supplies will need to be 
manually ordered by Customer per the reactive ordering process provided by Xerox. 

The Customer is responsible to receive, distribute, and install the Supplies including cartridge-based maintenance kits. 

- Equipment Uptime SLA commitments are dependent on the Customer's ability to perform this effort 
- Devices qualifying for this service must be connected to the network, communicating and compatible with the 

Xerox Tools for Supplies monitoring 

If Customer requires OEM Third Party Supplies other than OEM compatible, Customer shall be billed for such OEM Third 
Party Supplies.  Xerox is not liable for constrained or discontinued Third Party Supplies. 

In order to maximize Supplies utilization, Customer agrees that all Supplies shall be run to their cease function point 
before being replaced.   
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ID Activity Accountable 

1. Automated delivery of Supplies based on remote historical data (Supplies 
consumption data, Impression Volume/usage, and monitoring data) for metered, 
Network-Connected and Devices communicating with the Xerox Tools 

Xerox 

2. Provide a reactive Supplies ordering process for any Devices that are not Network-
Attached (if applicable) or Network-Attached Devices that are not capable of 
reporting on Supplies conditions, or for Devices at Sites that have not yet been 
Transformed 

Xerox 

3. Customer’s authorized End Users may order Supplies as per the documented 
reactive Supplies ordering process 

Customer 

4. Receive and fulfill Customer requests for Supplies Xerox 

5. Ship Supplies to each Site using common carriers with labels to identify key 
contacts and/or associated Device 

Xerox 

6. Receive Supplies at the Sites Customer 

7. Distribute Supplies to respective End Users and shall be responsible for any post-
delivery delays that may result in a Device running out of a given Supply 

Customer 

8. Install Supplies in Devices Customer 

9. Properly dispose of used cartridges according to federal, state, and local 
regulations 

Customer 

10. Collect and redeploy unused Supplies as Device populations change Xerox 

 

Customer may return designated used Supplies using the process described at the URL below.  Supplies returns require 
the Customer to go to Xerox.com.   

The Xerox Supplies return process is fully described at: 
http://www.xerox.com/perl-bin/product.pl?mode=recycling&XOGlang=en_US&referer=xrx 

Note: The above methods of return or website listed above are subject to change during the Term. 

Supplies are Xerox property until used by the Customer, and Customer shall use them only with Devices.  Upon request, 
Customer shall provide a list of Supplies in its possession.  Xerox reserves the right to audit consumption of Supplies at a 
Site if Xerox detects anomalous usage of Supplies.  Customer shall assist Xerox in Supplies yield investigations and the 
determination of the cause of the anomalous usage. 

Upon expiration or termination of the Services, Customer shall, at Xerox’s option and expense, return any unused 
Supplies to Xerox, permit access to its facilities to permit collection, or dispose of them as directed in writing by Xerox. 

Customer shall be responsible for storing Supplies safely and securely at each Site to prevent unauthorized use or loss of 
Supplies, including providing Xerox with a list of End Users at each Site that are responsible for managing Supplies.  
Xerox reserves the right to inspect each Supplies storage location to validate security of the storage location. 

5.7 Move, Add, Change, and Dispose (MACD)  

The business processes used to manage Devices are the Move, Add, Change, and Dispose (MACD) processes.  
Accurate and timely compliance with MACD processes are critical to the success and function of the Services.  Customer 
shall promptly communicate to Xerox all activities associated with the MACD processes (explained below) for any Device 
with an Asset Tag Number.  MACD activity may require approval by the Parties via the Change Control Process.  Xerox 
will be the central point and source of record for all activities associated with the MACD processes of all Devices 
supported in this SOW. 

5.7.1 Move  

Device moves are considered Ad Hoc Requests.  Additional charges as provided under Exhibit B Fee Schedule shall 
apply. 



 Intelligent Workplace Services Statement of Work 

Form # 52543 IWS SMA-CAP (10-30-2020)                Xerox Confidential Page 26  
(XRX Initial Here) 

ID Activity Accountable 

1. Evaluate all requested move activity against Device utilization objectives and make 
appropriate recommendations to meet End User needs   

Xerox 

2. Provide a quote for requested Device moves.  Approved moves will be charged to 
the Customer.  Scheduling for move will be agreed upon by both Parties  

Xerox 

3. Advise Xerox of all planned moves of Devices, regardless of whether Xerox 
performs the move or not.  The Customer must provide the new Site location and 
other requested information to ensure that the asset database remains current   

Customer 

4. Establish network connectivity and provide IT support for moved Devices Customer 

5. Provide live power outlets, network data jacks and network patch cables of 
sufficient length to connect each Device to the designated network jack 

Customer 

5.7.2 Add (Device) 

The Xerox Service Desk receives and facilitates requests for new Device adds.   

ID Activity Accountable 

1. Periodically evaluate the needs of End Users over the Term and where appropriate 
provide incremental Device recommendations based on the End User needs 

Xerox 

2. Review recommendations and if in agreement, request said incremental Devices 
via the Change Control Process.  Note – Device adds via the Change Control 
Process may result in additional charges  

Customer 

3. Establish network connectivity and provide IT support for the installation of newly 
added Devices 

Customer 

4. Deliver and Install added Device(s) in fulfillment via the Change Control Process Xerox 

5. Newly added Devices covered by this Service must be functionally connected to a 
network and must be accessible by the Customer’s server running Xerox Tools on 
that network 

Customer 

 

If Customer requests Additional Equipment to be added post-Transformation to meet changing business needs, a Site 
Plan approval process shall be developed to determine whether the Equipment request can be added within the scope of 
the Services.  Additional Equipment will be added via the Change Control Process. 

5.7.3 Add (Proposed Site) 

To add a proposed site, Customer shall submit the following information, to Xerox, for each proposed site:  

- geographic location 
- number of End Users at the new site 
- Device requirements (applications, special printing, etc.) 
- general site contact information 
- list of devices currently at the site 
- digital floor map(s) 

ID Activity Accountable 

1. Coordinate an Assessment, conducted by Xerox and/or Customer of the proposed 
site and request further information from Customer, if necessary   

Xerox 

2. Provide a complete Assessment, including Impression Volumes generated by the 
devices at each proposed site 

[Xerox or Customer] 
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ID Activity Accountable 

3. Conduct a site analysis and create a financial model for each proposed site Xerox  

4. Issue recommendations to add proposed site under this SOW, with a financial 
proposal based on the information gathered during the Assessment, including 
device refresh and implementation timeline   

Xerox 

 

If the Parties agree that the financial model supports the adding of the proposed site, the proposed site will be brought into 
the scope of the SOW via the Change Control Process.    

5.7.4 Change 

A change request may involve a variety of resulting activities and additional charges depending on whether the change 
request affects the Device configurations, or internal operations of the Output Environment, including, for example adding 
a finishing module, additional trays, hard drives, or changes requested due to changing Customer Equipment settings and 
security requirements.   

Additionally, changes may occur in the information associated with a Device, for example, contact names and addresses.  
This information is tracked in the Xerox Tools asset database.   

ID Activity Accountable 

1. Request physical Device change or change to asset-related information Customer 

2. Receive and facilitate Device physical change requests.  Such change requests, will 
be agreed upon and approved according to the Change Control Process provided 
under this SOW.  If a change request is for asset-related information, update the 
Xerox Tools asset database accordingly 

Xerox 

3. Receive and facilitate Customer request for asset-related information requiring 
update to the Xerox Tools asset database accordingly 

Xerox 

4. Perform remote configuration and security settings changes to Equipment as 
requested by Customer. Additional charges shall apply as per Exhibit B Fee 
Schedule 

Xerox 

5.7.5 Dispose 

Xerox is responsible for disposal of all Xerox-owned Devices during the Term.  For all other Devices, Customer shall 
advise Xerox of any planned disposals in advance, to ensure that the Xerox Tools asset database is kept up to date.  The 

Parties shall coordinate the disposal of Devices according to the Transformation schedule or the installation of Devices.  
Disposal of non-Xerox owned Devices shall be the sole expense and responsibility of Customer.   

ID Activity Accountable 

1. Disposal of all Xerox-owned devices Xerox 

2. Fulfill remaining obligations associated with any removed / disposed existing 
Xerox-owned devices according to the terms and conditions of the agreement 
between Xerox and Customer under which the existing Xerox-owned devices were 
acquired by Customer 

Customer 

3. Responsible for disposal and removal of Customer-owned devices and of third 
party legacy devices including pick-up, storage, recycling, insurance, etc. 

Customer 

4. Upon final removal of the devices, provide a list of devices that have been 
disposed (with serial numbers) to the Xerox operations team 

Customer 
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ID Activity Accountable 

5. Update the asset management database throughout the disposal process, tracking 
devices that are in storage for disposal and those that have been disposed (if 
required) 

Xerox 

6. Tag devices designated for disposal based on the MACD process set forth herein Xerox 

 

All devices labeled for removal by Xerox per the process must be removed and cannot be re-used within the Output 
Environment without prior written agreement by Xerox. 

5.8 Equipment Security 

ID Activity Accountable 

1. Solely responsible for assessing the security risk for Customer’s Output 
Environment, defining appropriate requirements that may include changes to the 
default settings of the Equipment or Customer’s standard operating processes 

Customer 

2. Reviewing and validating the level of security required for Equipment Customer 

3. Provide to Customer technical documentation for all Equipment to be used in the 
Customer Output Environment including: (a) security functions; (b) security target 
and certification report for all common criteria-certified Equipment; and (c) 
Equipment configuration as the baseline for security requirements 

Xerox 

 

Xerox provides guidance and recommendations at http://www.xerox.com/security to facilitate this process.   

5.8.1 Additional Security Requirements  

During the life of this SOW, Customer may request additional security features or functionalities; which may be fulfilled 
through  

- Implementation of an application to provide new functionality such as ‘follow-you’ printing 
- Any such requests may be made according to the Change Control Process and would incur additional charges. 

5.8.2 Virus Protection  

Customer is responsible for all virus protection in the Customer Output Environment.  In the event that Customer detects a 
virus on any device in the Output Environment, then Customer will immediately notify the Xerox Service Operations team.   

5.8.3 Data Security 

Prior to or during the installation of Equipment, Xerox shall configure Equipment to enable data security as outlined 
below.  

ID Activity Accountable 

1. Provide Equipment data security options per model family to Customer Xerox 

2. Review and designate the data security options to be configured on Equipment  Customer 

3. Configure Equipment data security options as designated by Customer Xerox 

5.8.3.1 Data Security - Hard Drive Removal 

Prior to removal from the Customer’s Output Environment, Xerox may, for an additional fee, remove the hard drive from 
Equipment and provide to Customer for erasure or destruction.  Customer will not be charged for hard drive removal 
during a Break-Fix event.  Customer is responsible for the proper disposal of the removed hard drive once delivered to 
Customer. 
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5.8.4 Equipment Base Software Updates  

Periodically, Xerox will make Base Software updates available for Equipment.  These updates may provide Customer with 
new feature enhancements or patches for known security vulnerabilities of installed Equipment.   

ID Activity Accountable 

1. Identify and make available all Base Software updates required to address known 
security vulnerabilities within the Customer’s Output Environment 

Xerox 

2. Approve Base Software updates to be deployed to Equipment Customer 

3. Notify Xerox of scheduled Base Software updates in advance   Customer 

4. Install Base Software updates Customer 

5. If requested by Customer, Xerox may complete Equipment Base Software 
updates, which may incur additional charges and shall be quoted upon request  

Xerox 

6. Install Base Software updates as defined in the attached Xerox® Print Security 
Audit Services Schedule 

Xerox 

 

5.9 Accessing Xerox Service Features 

5.9.1 Xerox Services Portal  

The Xerox Services Portal (XSP) is intended for general End User population use, with certain functions reserved for 
specified Customer’s authorized End Users (“XSP Authorized End Users”). This portal is created from a standard 
template and enables the following functionality:  

- For all End Users: Impression Volume (meter read) submission for non- Network-Attached Devices; and access 
to information on Xerox Equipment (virtual demos and End User education). This help feature for End Users 
provides deep links to Xerox.com Equipment information and support for Equipment in the Output Environment.   

- For Customer’s XSP Authorized End Users:  Ticketing creation and tracking for Break Fix Service Incidents and 
Supplies Service Incidents ordering for special situations or for non- Network-Attached Devices.   

- Some field customization is available including utilizing Customer Logo and posting of End User documentation: 
End User documentation can include FAQs, printing tips, and instructions.   

- Survey / voice of the Customer feedback: This enables the use of a simple five (5) question survey, designed for 
use by End Users to collect End User feedback.   

- Available in US English and Canadian French  

ID Activity Accountable 

1. Both Parties agree on the functionality to be enabled for the Xerox Service Portal Xerox and Customer 

2. Remotely install and configure the Xerox Service Portal Xerox 

3. Identify the Customer’s XSP Authorized End Users  Customer 

4. Enable the Customer’s XSP Authorized End Users to create and status Service 
Incidents 

Xerox 

5. Provide XSP Authorized End User education on how to utilize the enabled functions 
to create and status Service Incidents. 

Xerox 
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ID Activity Accountable 

6. Update and maintain XSP Authorized End Users during Service Operations Xerox and Customer 

5.9.1.1 General Assumptions for the Xerox Services Portal: 

The Xerox Services Portal is implemented to display End User documentation and Equipment information commonly to all 
End Users.  Xerox shall provide a quote to Customer, if Customer requests two (2) or more End User groups that would 
require different information to be displayed.  Approved requests will be outlined via the Change Control Process and may 
incur an additional charge. 

The Xerox Services Portal utilizes the Customer’s existing print queues if the install and find Device feature is needed.  
End Users may be categorized in the following XSP groups: Customer (End Users) or privileged Customer (XSP 
Authorized End Users).  No other custom groups are available. 

5.9.1.2 Advanced Features for the Xerox Service Portal: 

The find / install Devices feature enables End Users to find Devices and install their print drivers on their systems from the 
portal web page. 

In order for Find/install Devices to work, the Customer must be using print queues.  This functionality relies on accurate 
print queue information.  The Customer must provide a listing of each Device’s print queue.  It is important that MACD 
processes are followed closely to make sure that Device floor maps and queue data are accurate. 

While physical Device floor maps are not an absolute requirement, if provided, they enable End Users to see the Device’s 
physical location on a map.  If direct IP printing is used rather than print queues, a quote shall be provided to the 
Customer for additional setup costs. 

5.9.2 Fleet Management Portal (FMP) 

The Fleet Management Portal (FMP) is a convenient and simple to use method to access certain Xerox Services intended 
for Customer’s authorized End Users (“FMP Authorized End Users”) (i.e. IT managers, Service Desk personnel, etc.).  
Xerox shall establish a web portal for Customer’s FMP Authorized End Users to provide access to the following features:   

- Device Information 
- Impression Volume (meter read) submission  
- Break Fix Service Incident creation and tracking 
- Supplies Service Incident creation and tracking 

5.9.2.1 General Assumptions for Fleet Management Portal (FMP): 

The Fleet Management Portal (FMP) is implemented to display information to Customer’s FMP Authorized End Users. 
Language implementation is English.  The default color theme is Xerox Gray. 

ID Activity Accountable 

1. Both Parties agree on the functionality to be enabled for the Fleet Management 
Portal (FMP) 

Xerox and Customer 

2. Remotely install and configure the Fleet Management Portal (FMP) Xerox 

3. Identify the Customer’s FMP Authorized End Users  Customer 

4. Enable access for Customer’s FMP Authorized End Users  Xerox 

5. Conduct a fundamental “Train-the-Trainer” session for Customer’s FMP Authorized 
End Users on how to utilize the enabled functions 

Xerox 

6. Update and maintain FMP Authorized End Users during Service Operations Xerox and Customer 

5.9.3 Xerox Support Assistant (XSA) 

Xerox Support Assistant (XSA) provides timely information to all End Users without the need to contact the Xerox 
Services Help Desk. All End Users may view Service Incident status messages on the local user interface (UI) of the 
Equipment configured to use XSA.  
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The following are requirements to enable XSA to be configured on Equipment: 

- Equipment must be In-Scope and registered in the Xerox Tools. 
- Equipment MFPs or printers must support the Xerox Extensible Interface Platform® (EIP) version 2.5 or higher. 
- The Xerox Extensible Interface Platform® must be enabled to allow the Xerox Support Assistant to be installed on 

the Equipment. 
- The Equipment configuration and SNMP Web Services must be enabled. 
- If the Equipment is on a network that uses a proxy to access the internet, the proxy also needs to be configured. 

ID Activity Accountable 

1. Define the authorization level for creating Break Fix and Supplies Service Incidents 
and/or submitting Impression Volumes (meter reads): [All End Users or XSA 
Authorized End Users] 
 
Note: “XSA Authorized End Users” are End Users with Equipment system admin 
rights 

Customer 

2. Designate the serial numbers / portion of the Equipment fleet to implement Xerox 
Support Assistant 

Customer 

3. Remotely configure the XSA 
- SNMP String for each unit of Equipment 
- Configure “Create Service Incidents”  
- Configure “Create Supply Incidents”  
- Configure “Submit Impression Volumes” (meter reads)  
Note: See Section 4.6 for remote access requirements. 

Xerox 

4. Create and submit Break Fix and Supply Incidents as needed Customer 

5. Submit Impression Volume (meter reads) when requested by Xerox Customer 

6. Update and maintain XSA Authorized End Users during Service Operations Xerox and Customer 
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6 Site and Device Listing  
6.1 Site Listing 

The Services are provided at the following agreed-upon Sites: 

Table 6-1: Site Listing 

Site Physical Address  Xerox or Customer 
Responsible Assessment 
Site 

On-Site 
Maintenance 
Services (Yes 
/No) 

On-Site 
Technical 
Services (Yes / 
No) 

Ex: 245 Park Ave, NY, NY 10019 [Xerox or Customer] [Yes or No] [Yes or No] 

    

    

    

6.2 Devices 

The Services are provided for Networked-Attached Devices at the Sites.  The Networked-Attached Devices must be 
accessible over the network by the Xerox Tools.  Xerox shall provide reactive Services only to non Network-Attached 
Devices at the Sites, if applicable.    

Device populations may change over time as Devices are added and removed from the Output Environment.  The Device 
listing at the beginning of Service Operations phase and at any given time thereafter shall consist of Devices registered in 
the Xerox Tools asset database as In-Scope and is available to Customer upon request.  

6.3 Equipment Deployment Schedule (Quantity) 

The forecasted schedule for Equipment deployment is provided below.  The forecast is subject to change based on 
additional opportunities and/or changes in the Output Environment, such as the addition of Sites.   

Table 6-2:  New Equipment Deployment Schedule by Quantity by Month 

Equipment Type 
 

Month 

Type (Floor Console 
MFP, Desktop MFP, 
or Printer) 

Equipment Models 1 2 3 4 5 6 7 8 

          

          

          

 

Table 6-3:  Retained Equipment by Quantity  

Equipment Type (Floor Console MFP, Desktop MFP, or 
Printer) 

Model Serial # 
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Equipment Type (Floor Console MFP, Desktop MFP, or 
Printer) 

Model Serial # 

     

 

6.4 In-Scope Third Party Hardware 

Table 6-4a:  Retained Third Party Hardware Listing (Customer Owned) 

Manufacturer Model Quantity 

   

   

 

Table 6-4b:  Retained Third Party Hardware Listing (Customer Leased) 

     Services Provided by Xerox under this SOW 

Make Model Serial # Help Desk Reporting 

         

         

         

         

 

Table 6-5:  Services and Third Party Supplies Pricing for In-Scope Third Party Hardware  

Services Covered Charges 

Impression Charges for Third Party Supplies B/W = $[PPI] 

Impression Charges for Third Party Supplies Color = $[PPI] 

Monthly Charges for Service Desk and Break-Fix $[charge] per month per Device 
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EXHIBIT A: DEVICE DATA ELEMENTS   
Table A-1: Xerox Tools Device Data Elements* 

*Required items are in bold text in the Table below. Optional items are in italic text. 

Xerox Tools Device Data Elements Data Source (Xerox, Customer, or both) 

Asset Number Both 

Serial Number Both 

IP Address Xerox 

MAC Address Xerox 

Manufacturer Xerox 

Model Xerox 

Networked (Yes / No) Xerox 

Street Address Both 

City Both 

State / Province Both 

Zip / Postal Code Both 

Building  Both 

Floor Both 

Primary Customer Contact Name Customer 

Primary Customer Contact E-Mail Customer 

Primary Customer Contact Phone Number Customer 

Supply Order Contact Name Customer 

Supply Order Contact E-Mail Customer 

Supply Order Contact Phone Number Customer 

Site Contact (IT / Service Desk) Name Customer 

Site Contact (IT / Service Desk) E-Mail Customer 

Site Contact (IT / Service Desk) Phone Number Customer 

Location Identifier (Room/Column[Mailstop]) *As Applicable Customer 

Customer Asset Number * As Applicable Customer 

Print Queue Name/Host Name * As Applicable Customer 

Department * As Applicable Customer 

Organization * As applicable Customer 

Mono Meter Read *Non-Network-Attached Devices Customer 

Color Meter Read *Non-Network-Attached Devices Customer 
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EXHIBIT B: FEE SCHEDULE  
Table B-1 – Ad Hoc Fee  

The following activities, but not limited to, are chargeable events and are not included in the Services outlined in this 
SOW.  Upon request by Customer, the fees for these activities shall be quoted based on the then Xerox current rates. 

Ad Hoc Fee   

Ad Hoc Request Notes 

Device Moves Conducted during Business Hours. 

Equipment Hard Drive Removal and Return to 
Customer 

To remove the hard drive and provide the hard drive from 
Equipment at the end of the Term. 

After Hours Support (In-Scope Third Party 
Hardware) ** subject to availability 

Outside of Business Hours, two (2) hour minimum billing; Does not 
include Out-of-Scope devices 

After Hours Support (Single Function Printers) * 
subject to availability 

Available upon Customer request on a per event basis; Does not 
include Out-of-Scope devices 

After Hours Support (MFP Xerox Devices) * 
subject to availability 

Available upon Customer request on a per event basis; Does not 
include Out-of-Scope devices 

Xerox Device Delivery Appointments For Customer requests for specific days and/or hours that differ 
from the Xerox carrier’s standard delivery days and times; or 
Customer requests for specific delivery times. 

Xerox Device Configuration Changes during 
Service Operations phase 

Working in conjunction with Customer’s IT personnel, provides 
remote support in configuring the Devices on the Customer’s 
network and enabling the required features. (2) Two Hour Minimum 
conducted Monday thru Friday 8:00 to 17:00 Local time excluding 
holidays, Xerox Devices only. 

Additional or Alternate Reports Services provided Monday thru Friday 8:00 to 17:00 Local Time, 
based on mutually agreed to scope of report(s) 

Site Revisit Fee Fee charged per trip-based upon the scope of activities to be 
completed 

MACD Failure Charges   
 

For any unauthorized MACD changes, Customer shall be charged 
for an authorized Xerox technician to locate such Device. 

Table B-2 – Transition & Transformation Delay Charges  

The following charges shall be processed via a change control document agreed to by the Parties in writing as indicated 
in the Transition or Transformations sections of this SOW. 

Delay Charges    

Item Charges Notes 

Transition Delay charges 
resulting from Customer 
Caused Delays 

$[charge] Monthly Additional Transition support, implementation 
and management services due to Project Plan 
reschedule resulting in a delay to the 
Transition project schedule. 

Transformation Delay charges 
resulting from Customer 
Caused Delays 

$[charge] Monthly Additional Transformation support, 
implementation and management services 
due to Project Plan reschedule resulting in a 
delay in the Transformation project schedule 
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EXHIBIT C: RESOURCES 
Table C-1: Customer Resources 

Customer Resource 
Role 

Scope of Responsibilities Time Commitment When Required 

Executive Sponsor 
 
 
 
 
 
 
 
 
 

Executive decision maker and influencer 
with accountability and responsibility for 
the overall financial and operations 
aspects of the Services engagement 

Approximately two (2) 
hours/quarter to 
handle escalations, 
make executive-level 
decisions, and 
participate in monthly 
review meetings 

Effective Date 

Operations Executive Overall executive-level responsibility 
and accountability for the Transition, 
Transformation, and Service Operations 
phases.  Responsibility and 
accountability for the Services contract 
management, financial management, 
scope management, cultural change 
management, and communications.  
Escalation point for the Services Project 
Manager.  Key Customer representative 
and decision-maker for the Services 
program 

As required to meet 
Scope of 
Responsibilities 

Effective Date 

Project Manager Overall operational responsibility, 
accountability, and decision-making 
authority for scope, budget, and 
schedule of the Services project.  
Authority to engage and compel 
participation of Customer resources 
required to develop, commit to, and 
enable achievement of the Project Plan 

Depends on the 
scope, complexity, 
and schedule of the 
engagement 

Effective Date 

Contract Manager Overall responsibility for negotiating and 
governing the contractual relationship 
with Xerox 

As required to enable 
achievement of the 
Project Schedule and 
during the Service 
Operations phase 

Effective Date 

Site Contacts Accept delivery of Xerox Devices and 
accessories.  Facilitate installation of 
Xerox Devices and startup of Xerox 
Services.  Facilitate End User training 
and manage Xerox Supplies for their 
Site(s).  Assists Xerox with remote 
troubleshooting and diagnostics 

Depends on the scope 
and schedule of 
deployment at the Site 

Effective Date 

Site Plan Contact Facilitate Assessments.  Represent the 
Voice of the Business (VOB) to describe 
the business environment and how the 

Depends on the scope 
and schedule of 
deployment at the Site 

Identified within 30 
days of Effective Date   
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Customer Resource 
Role 

Scope of Responsibilities Time Commitment When Required 

Services are used.  Review and approve 
Site Plan proposals as described herein 

Primary Customer 
Contact  

Key Users for Xerox Break Fix service 
for Devices.  Participate in training on 
the use and support of Devices; train 
other End Users post-Transformation.  
Perform routine maintenance on 
Devices (e.g., cleaning the glass platen, 
removing paper jams, installing 
Supplies, installing cartridge-based 
maintenance kits, etc.).  Order Supplies.  
Complete and submit MACD requests.  
Contact the Customer’s Services Help 
Desk with Device trouble reports.  Assist 
Xerox with remote Device installations 
and diagnostics.  Facilitate/escort Xerox 
technical services personnel performing 
Device Break Fix actions. Provide 
required information during 
Assessments.  Complete and submit 
customer satisfaction surveys.  Perform 
Device hard disk On-Demand Image 
Overwrite as required by Customer 

Depends on how 
many Devices they 
support 

Identified prior to 
beginning services and 
support of a Device 

Customer’s Services 
Help Desk Manager 

Overall responsibility and accountability 
for Customer’s Services Help Desk; has 
decision-making authority.  Integrates 
Customer’s Services Help Desk 
processes and systems with Xerox 
Service Desk processes and systems (if 
applicable).  Manages day-to-day 
operations of Customer’s Services Help 
Desk and relationship with Xerox 
Service Desk 

As required to meet 
the requirements of 
the SOW 

Effective Date 

IT/Service Desk Site 
Contact 

Customer’s IT Service Desk resource or 
the resource for the Xerox Service Desk 
will engage for IT/network related issues 
and support 

Varies depending on 
the number of 
supported Devices 

Identified prior to 
beginning services and 
support of Devices at a 
Site 

IT Subject Matter 
Experts and Operations 
Personnel 

Provides Xerox with IP addresses and 
technical data required to connect the 
Devices to Customer’s data network.  
Provide properly configured network 
connectivity for Devices.  Incorporate 
Xerox into the Customer IT technical 
change management process 

As required to enable 
achievement of the 
Project Schedule and 
to provide support 
during the Service 
Operations phase 

Effective Date 

Facility Management 
and Operations 
Personnel 

Provide required electrical power and 
outlets, network connectivity (wired or 
wireless), dock space, elevator time, 
furniture/tables/stands, Consumables 
Supplies storage areas, adequate 
working space around the Devices, and 

As required to enable 
achievement of the 
Project Schedule and 
to provide support 
during the Service 
Operations phase 

Identified within 30 
days of Effective Date 
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Customer Resource 
Role 

Scope of Responsibilities Time Commitment When Required 

required office space for Xerox 
personnel 

Communication and 
Change Management 
Leader 

Develop and implement a Cultural 
Change Management and 
communication plan to facilitate the 
introduction of Services to the End 
Users.  Has decision-making authority 
over employee communications 

As required to enable 
achievement of the 
Project Schedule 

Effective Date 

Information Security 
Personnel  

Provide Xerox with information security 
policies and procedures relevant to 
delivery of Services 

As required to enable 
achievement of the 
Project Schedule 

Effective Date 

 
Table C-2: Xerox Resources 

Xerox Resource 
Role 

Scope of Responsibilities Time Commitment When Required 

Transition Executive Executive-level responsibility and 
accountability for the Transition and 
Transformation phases.  First executive-
level point of escalation for issues, 
concerns, and decisions during 
Transition and Transformation.  Peer to 
Customer Operations Executive 

As required to meet the 
Project Plan 

Effective Date 

Transition / Project 
Manager 

During Transition and Transformation, 
overall responsibility and accountability 
for creating and leading the activities 
contained in the Project Plan; manages 
budget, schedule, and resources; 
conducts regular meetings with 
Customer; identifies and manages risks; 
manages overall relationship with the 
Customer Project Manager during 
Transition/Transformation.  Peer to 
Customer Project Manager 

As required to meet the 
Project Plan 

Effective Date 

Service Delivery 
Manager 

Overall executive level responsibility and 
accountability for the contractual, 
financial, customer satisfaction, and 
service delivery relationship with the 
Customer from Effective Date through 
the end of Term.  Peer to Customer 
Operations Executive and Contract 
Manager 

As required Effective Date 

Xerox Service Desk 
Implementation 
Manager 

Overall responsibility and accountability 
for Xerox Service Desk; has decision-
making authority.  Integrates Xerox 
Service Desk processes and systems 
with Customer’s Services Help Desk 

As required Effective Date 
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Xerox Resource 
Role 

Scope of Responsibilities Time Commitment When Required 

processes and systems (if applicable).  
Manages day-to-day operations of Xerox 
Service Desk and relationship with 
Customer’s Services Help Desk.  Peer to 
Customer’s Services Help Desk 
Manager 

Accounts Receivable/ 
Billing Contact 

Key interface to Customer Accounts 
Payable Contact.  Addresses 
billing/invoicing questions and issues.  
Manages implementation of Customer-
specific requirements to process 
invoices and payments according to 
SOW and Agreement terms 

As required Effective Date 

Solution Architect Overall responsibility and accountability 
for the solution architecture and design 
required to meet Customer requirements 
as stated in the SOW 

As required Effective Date 
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THIS ORDER ADDENDUM (this “Addendum”) amends the Order (WU#      ) (the “SSO” or “Order”) together 
with Services Contract #7     -      (the “Services Contract”), by and between       (“Customer” or “you”) and 
Xerox Corporation (“Xerox”) (each, a “Party” and, jointly, the “Parties”) issued pursuant to the terms and conditions 
of that certain Services Master Agreement No.      , effective      , by and between the Parties (the 
“Agreement”).  All capitalized terms not otherwise defined herein shall have the meaning set forth in the Agreement.  
The effective date of this Addendum is the effective date of the SSO to which this Addendum is attached. 

The Parties hereby agree that the content of “Services Contract Terms and Conditions” on pages _ through _ of the 
SSO is hereby deleted in its entirety and replaced with the following, and that these terms and conditions are 
supplemental to those of the Agreement and elsewhere in this SSO, and apply only to the specific products that are 
referenced in these terms and included in this SSO: 

“MATHWORKS SOFTWARE LICENSE. The Equipment incorporates software from MathWorks, Inc. 
(“MathWorks”) and the following terms apply to said software: 

a. LICENSE GRANT. Subject to the restrictions below, MathWorks hereby grants to Customer a license to 
install and use the MATLAB Compiler Runtime Libraries (“MCR”), solely and expressly for the purpose of 
running software created with the MATLAB Compiler (the “Application Software”), and for no other purpose. 
This license is personal, nonexclusive, and nontransferable. 

b. LICENSE RESTRICTIONS. Customer shall not modify or adapt the MCR for any reason. Customer shall 
not disassemble, decompile, or reverse engineer the MCR. Customer shall not alter or remove any 
proprietary or other legal notices on or in copies of the MCR. Unless used to run Application Software, 
Customer shall not rent, lease, or loan the MCR, time share the MCR, provide service bureau use, or use 
the MCR for supporting any other party’s use of the MCR. Customer shall not sublicense, sell, or otherwise 
transfer the MCR to any third party. Customer shall not republish any documentation that may be provided 
in connection with the MCR. All rights not granted, including without limitation rights to reproduce, 
sublicense, rent, sell, distribute, create derivative works, serve other software by means of, decompile, 
reverse engineer, and disassemble the MCR, are expressly reserved by MathWorks. 

c. NO TECHNICAL SUPPORT. Technical support is not provided by MathWorks for users of the MCR 
under this license. MathWorks may, at its sole discretion, offer bug fixes or updates to the MCR. 

d. TERM AND TERMINATION. This license shall automatically terminate upon your failure to comply with 
this license. 

e. EXPORT CONTROL. The MCR may be subject to U.S. and non-U.S. export control laws and other 
applicable governmental export and import laws and regulations. 

In exercising your rights under this license, Customer agree not to violate any such laws and regulations. 
Customer also represent and warrant that (i) Customer are not located in a country that is subject to a U.S. 
Government embargo, or that has been designated by the U.S. Government as a “terrorist supporting” 
country; and (ii) Customer are not listed on any U.S. Government list of prohibited or restricted parties. 

f. U.S. GOVERNMENT LICENSEES: Customer agree that the MCR qualifies as commercial computer 
software or documentation as defined in the FAR and/or DFARS; that the terms and conditions of this MCR 
(MATLAB Compiler Runtime) LIBRARIES LICENSE shall govern your use, reproduction, performance, 
display, and disclosure of the MCR, superseding any inconsistent government provisions. 

g. ASSIGNMENT. Customer may not assign or otherwise transfer this license and its rights and obligations 
hereunder, in whole or in part. 

h. LIMITATION OF LIABILITY. To the extent permitted by law, any liability of MathWorks (whether in 
relation to breach of contract, negligence or otherwise) shall be limited to ten dollars ($10.00 USD); and 
MathWorks shall have no liability for any indirect or consequential loss (whether foreseeable or otherwise 
and including loss of profits, loss of business, loss of opportunity, and loss of use, or unauthorized use or 
access, of any computer hardware or software). Some states do not allow the exclusion or limitation of 
incidental or consequential damages, so the above exclusion or limitation may not apply to Customer. 
MathWorks’ liability for death or personal injury resulting from negligence or for any other matter in relation 
to which liability by law cannot be excluded or limited shall not be excluded or limited. 

BALTORO  ORDER ADDENDUM 
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Actual terms may be negotiated between 
Customer and Xerox as part of an Order
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i. DISCLAIMER OF WARRANTIES. The MCR is delivered “as is” and MathWorks makes, and Customer 
receive, no additional express or implied warranties. MathWorks hereby expressly disclaims any and all 
other conditions, warranties, or other terms of any kind or nature concerning the MCR (including, without 
limitation, any with regard to noninfringement, merchantability, quality, accuracy, or fitness for a particular 
purpose or for your purpose). MathWorks also expressly disclaims any warranties that may be implied from 
usage of trade, course of dealing, or course of performance. 

j. GOVERNING LAW; JURISDICTION. This license shall be governed by the laws of the Commonwealth of 
Massachusetts, United States of America, without regard to its conflicts of law provisions. Neither the U.N. 
Convention on Contracts for the International Sale of Goods nor the Uniform Computer Information 
Transactions Act, or any version thereof (“UCITA”), shall apply to this license. To the extent that UCITA is 
applicable, the parties agree to opt out of the applicability of UCITA. 

k. ENTIRE AGREEMENT. This license contains the entire understanding of the parties with respect to the 
MCR provided hereunder, and may not be modified or amended except by written instrument, executed by 
MathWorks and Customer. This license shall not supersede any product license Customer have with 
MathWorks for the MATLAB Compiler. 

 

RESPONSIBILITY FOR MEETING CERTAIN CED REQUIREMENTS. You are solely responsible for fulfilling all of 
your obligations set forth in the Customer Expectations Document (“CED”) for the Equipment, including, but not 
limited to, meeting all environmental, product space and power, and network connectivity requirements. In addition, 
the CED and User Guide (“Guide”) set forth certain operator maintenance activities that you are responsible for 
performing at the intervals indicated therein. You may have Xerox perform, or assist in the performance of, any of 
these operator maintenance activities, subject to the availability of Xerox certified technicians, upon your agreement 
to pay Xerox’s then-prevailing service call rates. 

NON-SP EQUIPMENT GUARANTEE DISCLAIMER.  Per section 10 of the MHEC Contract # 05012018, the Non-
SP Equipment Guarantee does not apply to the Equipment on this Order. 

INK AND PRINT HEAD MAINTENANCE SERVICES. Repairs that are needed due to misuse, neglect or abuse 
(which are excluded from Xerox’s provision of Maintenance Services as described in Section MS 1.1 of the 
Agreement), specifically include, but are not limited to, your failure to ensure that inks and consumables are 
correctly loaded into the Equipment and to properly perform operator maintenance in a timely manner. The correct 
method of loading ink is described in the Guide.  Customer is liable for any and all damage, including all repairs, 
arising out of incorrect loading of ink or from the failure to properly perform operator maintenance in a timely 
manner.   

Routine refurbishment and replacement of print heads is covered under this Agreement at no additional charge to 
you. Xerox’s refurbishment and replacement obligations can be voided if you: 

(a) fail to perform routine maintenance as specified by Xerox; 

(b) use inks, consumables (including paper) or spare parts, which do not meet Xerox specifications; 

(c) allow or cause the changing or handling of a print head by anyone other than a Xerox certified service 
representative; 

(d) allow the repair of the Equipment or a print head by anyone other than a Xerox certified service representative; 

(e) fail to maintain the environmental specifications required by Xerox including but not limited to specifications for 
humidity and/or temperature during operation of the Equipment; 

(f) fail to follow Xerox’s operating procedures while operating the Equipment; or 

(g) allow the Equipment to be operated by employees that have not received Xerox training. 

Xerox will not be required to repair or replace a print head if the cause of the subject failure is covered by any of the 
specific causes listed above or any other exclusion set forth in the Agreement or the applicable CED or Guide, and 
you will be required to pay for the repairs to the, or to purchase a replacement, print head.  You agree to perform all 
maintenance tasks when directed to do so by the status messages on the Equipment’s interface window and/or as 
outlined in the Equipment’s CED or Guide. 

In the event of the failure of a print head, you and Xerox will jointly review the maintenance history, and any other 
relevant data. If you have complied with the foregoing requirements, as demonstrated by the Equipment and/or in 
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the Equipment’s CED and Guide and any other relevant data, Xerox will replace the failed print head in accordance 
with this Agreement at no charge to you. 

In the event you have failed to perform the maintenance tasks as directed to do so by the Equipment’s interface 
window and/ or as outlined in the Equipment’s CED and Guide, or any other relevant data demonstrates that you 
have failed to adhere to the requirements set out in the CED or Guide, you will return the damaged print head to 
Xerox in accordance with the process that is communicated to you and managed by your Xerox certified service 
representative.  The determination of your liability or non-liability must be made in each instance prior to your 
returning the damaged print head to Xerox. 

In a case where your liability for repair or replacement has been agreed to, following return of a print head, Xerox 
will in good faith determine if the print head can be repaired or must be replaced. Xerox will communicate its 
determination to you promptly and provide at such time its good faith estimate of the cost of the remedial action to 
be undertaken.  In a case where your liability for repair or replacement has been agreed to, you will pay the amount 
invoiced by Xerox for the materials, associated work and shipping costs to repair or replace the subject print head. 
The amount to be invoiced shall be in line with Xerox’s good faith estimate and, in instances where a print head 
must be replaced, Xerox will charge you an amount not to exceed $12,500.  While there is an agreement in place 
between you and Xerox that requires Xerox to provide Maintenance Services for the Equipment, if Xerox uses any 
of the spare parts located and stored at your site to keep the Equipment in good working order, Xerox will replace 
the spare parts used at no additional cost to you.  Additionally, Xerox will not charge you for spare parts supplied 
from a Xerox storage or distribution facility used to keep the Equipment in good working order. 

COMMENCEMENT & TERM. For the Equipment included in this Order, this provision supersedes and replaces 
any “Term” noted on the first page of this Order.  This Order is valid when accepted by Xerox.  The Term for each 
unit of Equipment will commence upon the installation of Xerox-installable Equipment as confirmed by your 
authorized representative signing the part of the Customer Implementation Sign-Off document wherein it is agreed 
that the delivery and installation of the Equipment, the training activities and the solution implementation in 
accordance with the CED and the SOW Acceptance Criteria have been completed (“Commencement Date”) and 
will continue for the number of full calendar months shown in the parenthetical under “Term” on the first page of this 
Order. 

SUPPLIES AND SUPPLIES PRICING.  The charges set out in the “Order Summary” table on page 1 of the Order 
and the “Xerox Equipment & Software Added” table on page(s) __ of the Order do not include charges for Xerox’s 
provision of supplies (as such term is used in the Supplies Exhibit attached to the Order) to be used with the 
Equipment subject to this Order.  Supplies to be used with Equipment will be ordered separately by you using 
Customer Number       and are subject to the pricing, terms and conditions set forth in the Supplies Exhibit. 

SERVICE LEVEL AGREEMENTS.   

RESPONSE TIME:  For the Equipment installed under this Order for which Maintenance Services is 
requested during your contracted CPOC (as defined below), Xerox will deliver an “Average Response 
Time Target” of between two (2) hours and four (4) hours. 

“Response Time” is the amount of time during the CPOC between Xerox’s receipt of a Maintenance 
Services request from you and the arrival of a Xerox service technician at the site where the Equipment is 
located for a call that is not remotely resolved.   

“Average Response Time” is calculated by dividing total Response Time for the Equipment during any 
three (3) calendar month period by the total number of Maintenance Services requests, for such 
Equipment during that three (3) month period.  Xerox’s commitment to deliver the Average Response Time 
Target commences on the first day of the calendar month that begins at least one hundred and 120 days 
after the Effective Date.  

After receiving a Maintenance Service request from Customer, Xerox will either (a) provide an estimated 
time of arrival of a service technician at the site where the Equipment is located, or (b) contact Customer 
(i.e., normally within one CPOC hour, on average) via telephone regarding the request.  Failure to achieve 
the applicable Average Response Time Targets will not constitute a breach of the Agreement. 

The “CPOC” for various service plans are as follows: 

• 1 X 5 Service Plan – 8:00 a.m. to 5:00 p.m., Local Time Monday through Friday (excluding 
Xerox-recognized holidays) 
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• 2 X 5 Service Plan – 8:00 a.m. to 12:00 a.m., Midnight, Local Time Monday through 
Friday (excluding Xerox-recognized holidays) 

• 3 X 5 Service Plan – 8:00 a.m. to 8:00 a.m., Local Time Monday through Friday (excluding 
Xerox-recognized holidays) 

• 3 X 7 Service Plan – 8:00 a.m. to 8:00 a.m., Local Time Monday through Sunday 
(excluding Xerox-recognized holidays) 

UPTIME.  As the Equipment on this Order is a new generation of product, Xerox does not have nationwide 
established or validated uptime standards to which Xerox can commit.  The Device Uptime Service Level 
Agreement in the MHEC Contract #05012018 incorporated into the Agreement does not apply to the 
Equipment on this Order. 

EARLY TERMINATION.  As per the Early Termination provision in Section EQP 1.6(c) of the Agreement, for every 
Order under this Services Contract number 7     -     , you shall pay early termination charges as noted 
herein.  If, prior to the end of the term of an Order hereunder, you terminate Equipment, require Equipment be 
removed or replaced or Xerox terminates an Order due to your default, you shall pay all amounts due Xerox as of 
that date, together with the Xerox-calculated monthly equipment component ("MEC"), which is available upon 
request and includes a disengagement charge, for all affected Equipment multiplied by the number of months 
remaining in said Order.  In addition, you shall either make the subject Equipment (in the same condition as when 
delivered, reasonable wear and tear excepted) and its Software available for removal by Xerox when requested to 
do so or purchase the subject Equipment "AS IS, WHERE IS" and WITHOUT ANY WARRANTY AS TO 
CONDITION OR VALUE by paying Xerox the Fair Market Value ("FMV") of the Equipment at the conclusion of its 
term.” 

Unless otherwise defined herein, capitalized terms shall be as defined in the Agreement.  Except as specified in 
this Addendum, all other terms and conditions of the SSO shall remain in effect as stated.  In the event of a conflict 
between the terms and conditions of the Agreement or SSO and this Addendum, this Addendum will control. 

XEROX CORPORATION       

    
Name (Please Print)  Name (Please Print) 

    
Signature  Signature 

              
Title  Title 

              
Date  Date 
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XEROX APP GALLERY ADDENDUM 

THIS ADDENDUM (this “Addendum”) amends the terms and conditions of one of the documents, noted immediately 
below, to include the terms and conditions set forth herein: 

Select one of the following: 

 The Order on <<INSERT 7-DIGIT CONTRACT NUMBER>>-<<INSERT 3-DIGIT ORDER 
EXTENSION #>> (WU# <<INSERT 6-DIGIT WORKUP #>>) (the “Order”), by and between 
<<INSERT CUSTOMER NAME>> (“Customer”) and Xerox Corporation (“Xerox”) issued pursuant to 
the terms and conditions of that certain <<INSERT NAME OF MASTER CONTRACT>> No. 
<<INSERT 7-DIGIT CONTRACT NUMBER>> by and between the Parties, as amended to date (the 
“Agreement”).  The effective date of this Addendum is the effective date of the Order to which this 
Addendum is attached.  In the event of a conflict between the terms and conditions of the Agreement 
or Order and this Addendum, this Addendum will control.  Unless otherwise defined herein, 
capitalized terms shall be as defined in the Agreement.  Except as specified in this Addendum, all 
other terms and conditions of the Agreement shall remain in effect as stated.   

 The individual Agreement identified by WS# <<INSERT WORKSHEET #>> (the “Order”), by and 
between <<INSERT CUSTOMER NAME>> (“Customer”) and Xerox Corporation (“Xerox”).  The 
effective date of this Addendum is the effective date of the Order to which this Addendum is attached.  
In the event of a conflict between the terms and conditions of the Order and this Addendum, this 
Addendum will control.  Unless otherwise defined herein, capitalized terms shall be as defined in the 
Order.  Except as specified in this Addendum, all other terms and conditions of the Order shall remain 
in effect as stated.   

1. Selected Application(s): This Addendum applies to Customer’s acquisition of one or more of the Xerox 
Software Applications (“Application” or “Applications”) identified in Attachment A to this Addendum and are 
available in the Xerox App Gallery located at: https://appgallery.services.xerox.com.  Please select the 
Application(s) and Subscription quantities you, as the Customer, are ordering in Attachment A to this 
Addendum.” 

2. Definitions applicable to this Addendum:  The following definitions (and those found elsewhere in this 
Addendum) apply to this Addendum: 

“Activation Date” means the date Xerox enables an Application on Customer’s applicable Xerox-brand 
equipment (“Device” or “Devices”). 

“License Agreement” means the combination of terms found in (1) the Software End-User License 
Agreement for the Application or Applications located at the License Agreement tab at the respective 
hypertext link in the Xerox Apps Gallery for each respective Application (specific hypertext links for certain 
Applications are set forth on the attached Attachment A); and (2) applicable terms from the Xerox App 
Gallery found at this link https://appgallery.services.xerox.com/#!/terms.    

“Subscription” means the allowable usage and length of access to the Application.  A Subscription is 
generated for an agreed contract Term and “Subscription Fee“, which Xerox will charge and Customer 
agrees to pay, as indicated on the applicable Order.   A Subscription Fee is based upon the volume of 
devices for which Customer has Subscriptions by Application as indicated in Attachment A.  Any additional 
Subscriptions for a given Application require an additional signed Order.  A Subscription Fee may include 
a specific volume of allowable transactions (e.g. pages, scans or receipts per month) per device (a 
“Subscription Allowance”) as indicated in Attachment A.  Customer may use Subscription Allowances on 
one or more devices, but if Customer’s aggregate volume across all devices exceeds Customer’s aggregate 
Subscription Allowances, the excess will be deemed “Excess Usage”.   Excess Usage will be measured 
over a rolling three (3) calendar month period.  For a given three (3) calendar month rolling period, if 
Customer’s average monthly volume exceeds its aggregate monthly Subscription 
Allowances, Xerox reserves the right to increase the Subscription Fee to reflect the higher volume via a 
mutually agreed upon signed Order or terminate the license for the Application(s) in question.  

“Third-party Software Terms” means third party terms and conditions associated with code developed 
by one or more third parties (“Designated Third-Parties”) which may apply to services associated with the 
Application or Applications.  When applicable, Third-Party Software Terms will be located or described at 
the Software Disclosure tab at the hypertext link in the Xerox Apps Gallery for each respective Application. 

THIS IS A SAMPLE ADDENDUM
Actual terms may be negotiated between 
Customer and Xerox as part of an Order

https://appgallery.services.xerox.com/
https://appgallery.services.xerox.com/#!/terms
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“User(s)” mean Customer’s employees, consultants, service providers or any third-party clients authorized 
by Customer to use the Application or Applications and associated services.  

“User Data” means, with respect to each Customer, all data and information of a User which is captured, 
stored or processed in any manner using the Application or Applications and associated services. 

3. Description: Applications are described at the hypertext link for the corresponding Application or 
Applications identified in Attachment A to this Addendum. The description will include, but not be limited to, 
a brief description of functionality, technical requirements, supported languages, documentation including 
installation and support information and a software disclosure statement. 

4. Customer Acknowledgements: Customer acknowledges and agrees that the use of an Application is 
subject to the applicable License Agreement.  Some Applications include code developed by one or more 
third parties which may be subject to Third-party Software Terms. Customer agrees that its signature on 
this Addendum constitutes acceptance of the applicable License Agreement(s) and any applicable Third-
party Software Terms.  Customer shall not make use of the Application in any manner not expressly 
permitted by the License Agreement and/or the Third-party Software Terms. 

5. Charges:  Charges for use of an Application are set forth in the Order. 

6. Additional Terms and Conditions: 

a. User Data. User Data may be stored or processed in accordance with the terms of the License 
Agreement and / or the Third-party Software Terms. 

b. Location of Servers. User Data submitted may be stored or processed on servers located in the United 
States or transferred to servers located outside of the United States in the sole discretion of Xerox or 
designated Third-party service providers. 

c. Internet Delays. Customer is solely responsible for selection and provision of an internet connection 
and hardware or software which may be required to access the Software Application and any related 
services.  Neither Xerox nor designated Third-party service providers shall have any liability for the 
quality of Customer’s internet connection or the quality of the hardware and software that Customer 
uses to access the internet.  

d. NEITHER XEROX NOR DESIGNATED THIRD-PARTIES MAKE ANY REPRESENTATION, 
WARRANTY, OR GUARANTY AS TO THE RELIABILITY, QUALITY, SUITABILITY OR 
AVAILABILITY, OF THE APPLICATION OR APPLICATIONS OR THE RELIABILITY, TIMELINESS, 
QUALITY, SUITABILITY, AVAILABILITY, ACCURACY OF RELATED SERVICES.  NEITHER 
XEROX NOR THIRD-PARTY DESIGNATED THIRD-PARTIES MAKE ANY REPRESENTATION, 
WARRANTY, OR GUARANTY THAT THE USE OF THE APPLICATION OR APPLICATIONS OR 
RELATED SERVICES WILL BE SECURE, TIMELY, UNINTERRUPTED OR ERROR FREE OR 
OPERATE IN COMBINATION WITH ANY OTHER HARDWARE, SOFTWARE, SYSTEM, OR DATA, 
OR MEET CUSTOMER’S REQUIREMENTS. 

7. Disclosure and Waiver.  The terms and conditions provided on this Addendum apply only to the provision 

of downloaded Applications and do not affect, amend, or modify any underlying agreement, order or 

statement of work you have with Xerox for equipment or services (an “Underlying Contract”).  If an 

Application fails to perform or disrupts the operation of equipment on which the Application is downloaded, 

then such failure or disruption shall not be considered a failure or breach of any provision of the Underlying 

Contract. 
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XEROX CORPORATION <<INSERT CUSTOMER NAME>> 

              
Name (Please Print)  Name (Please Print) 

              

Signature      Signature 

 
              

Title      Title 

 
              
Date  Date 
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Attachment A 

CK Apps with Subscription Fee and Unlimited Volume of Allowable Transactions 

App Name License Terms & Conditions Subscription Type Device License Quantity 

Connect for Box 
https://appgallery.services.xerox.com/#!/ho
me/app-details/4ce87293-ec78-4e62-b017-

73461102a607 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 

Connect for Dropbox 
https://appgallery.services.xerox.com/#!/ho
me/app-details/0ab8efaa-139e-4753-bbd1-

06d065ccbba8 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 

Connect for Google 
Drive™ 

https://appgallery.services.xerox.com/#!/ho
me/app-details/805c0abd-b4e6-48b0-a110-

2b4172469c40 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 

Connect for 
Microsoft® 365 

https://appgallery.services.xerox.com/#!/ho
me/app-details/fa209c65-a055-42b8-99b4-

0bff90b0f1b5 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 

Connect for 
Microsoft® OneDrive 

https://appgallery.services.xerox.com/#!/ho
me/app-details/784eca67-c881-4d80-8ab5-

8fe8b140b362 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 

Connect for Evernote 
https://appgallery.services.xerox.com/#!/ho
me/app-details/a4ce5ac8-a7ba-4075-b0a0-

23570d50ac6e 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 

Connect for 
Salesforce 

https://appgallery.services.xerox.com/#!/ho
me/app-details/b51fa3f8-8e73-41b3-bc9e-

707c6a7c6ef9 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 

Connect for DocuSign 
https://appgallery.services.xerox.com/#!/ho
me/app-details/c6dfda0b-fb79-4019-bcba-

82e597382f9e 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 

Connect for Exchange 
Online 

https://appgallery.services.xerox.com/#!/ho
me/app-details/ae38e0b8-a9d6-4f15-8e88-

4906631eb833 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 

Connect for NetSuite 
https://appgallery.services.xerox.com/#!/ho
me/app-details/cee08bce-1f73-4079-a1f2-

778c0a958afb 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 

Connect for SignNow 
https://appgallery.services.xerox.com/#!/ho
me/app-details/bae615e0-5abf-498b-9b48-

f167d05c99e3 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 

Connect for 
Blackboard 

https://appgallery.services.xerox.com/#!/ho
me/app-details/712e12f4-1c92-44d8-b5e7-

727aa2e9e930 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 

Connect for Moodle 
https://appgallery.services.xerox.com/#!/ho
me/app-details/c5b7522c-2a9a-44ad-adc6-

bb3b1726120f 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 

Connect for Clio 
https://appgallery.services.xerox.com/#!/ho
me/app-details/658990a6-1f71-497f-8865-

b527d9c4e48e 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 

Connect for iManage 
https://appgallery.services.xerox.com/#!/ho
me/app-details/8697d42c-262c-430f-ba0c-

5260fa3e2b40 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 

Connect for RMail 
https://appgallery.services.xerox.com/#!/ho
me/app-details/08d0123f-d3b4-433d-bcd6-

c43de8546e68 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 

Connect for Remark 
Test Grading 

https://appgallery.services.xerox.com/#!/ho
me/app-details/9915be58-8456-4375-bb09-

ad3497772666 

Fixed service charge per single Device 
per month for agreed contract duration. 

      Device licenses 
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XEROX APP GALLERY ADDENDUM 

Attachment A (continued) 

CK Apps with Subscription Fee and Defined Volume of Allowable Transactions 

App Name License Terms & Conditions Subscription Type Device License Quantity 

Connect for Concur 
https://appgallery.services.xerox.com/#!/ho
me/app-details/c0d7cc06-710c-458f-87b1-

60671e9f25ad 

Fixed service charge per single Device 
per month for agreed contract duration. 
Transaction allowance: 1500 receipts 

per contracted license per month 

      Device licenses 

QuickBooks Online 
https://appgallery.services.xerox.com/#!/ho
me/app-details/4f42d459-ee4c-44b9-8725-

5b02afc20424 

Fixed service charge per single Device 
per month for agreed contract duration. 

Transaction allowance: 100 receipts per 
contracted license per month 

      Device licenses 

Connect for Sage 
Accounting 

https://appgallery.services.xerox.com/#!/ho
me/app-details/3b1f4c98-a4d6-423c-8c2e-

b2c55bd6a526 

Fixed service charge per single Device 
per month for agreed contract duration. 

Transaction allowance: 100 invoices per 
contracted license per month 

      Device licenses 
 

Connect for Sage 
Intacct 

https://appgallery.services.xerox.com/#!/ho
me/app-details/f760d020-d465-45c4-83ea-

8e9a93f2ad6f 

Fixed service charge per single Device 
per month for agreed contract duration. 

Transaction allowance: 100 invoices per 
contracted license per month 

      Device licenses 
 

Xerox Proofreader 
https://appgallery.services.xerox.com/#!/ho
me/app-details/a51dd133-8bbf-4d98-a8f1-

0aff71ccbadc 

Fixed service charge per single Device 
per month for agreed contract duration. 

Transaction allowance: 100 scan pages 
per contracted license per month 

      Device licenses 

Xerox® Auto-
Redaction 

https://appgallery.services.xerox.com/#!/ho
me/app-details/49d1b6a9-5bcd-4edd-91cb-

a647bc7296aa 

Fixed service charge per single Device 
per month for agreed contract duration. 

Transaction allowance: 1500 scan 
pages per contracted license per month 

      Device licenses 

Forms Manager 
https://appgallery.services.xerox.com/#!/ho
me/app-details/236d6086-559d-4a01-955d-

489d82899d63 

Fixed service charge per single Device 
per month for agreed contract duration. 

Transaction allowance: 1500 scan 
pages per contracted license per month 

      Device licenses 

Xerox Translate and 
Print 

https://appgallery.services.xerox.com/#!/ho
me/app-details/81adbe78-1881-413d-997c-

c01908e2e37b 

Fixed service charge per single Device 
per month for agreed contract duration. 

Transaction allowance: 100 scan pages 
per contracted license per month 

      Device licenses 

Xerox Audio 
Documents 

https://appgallery.services.xerox.com/#!/ho
me/app-details/8cb0413c-7330-4bf8-9e61-

f6233a46f9a8 

Fixed service charge per single Device 
per month for agreed contract duration. 

Transaction allowance: 100 scan pages 
per contracted license per month 

      Device licenses 

Xerox Note Converter 
https://appgallery.services.xerox.com/#!/ho
me/app-details/04babd82-07c0-40d7-85fc-

584629667ae2 

Fixed service charge per single Device 
per month for agreed contract duration. 

Transaction allowance: 1500 scan 
pages per contracted license per month 

      Device licenses 

 
ID Checker 

https://appgallery.services.xerox.com/#!/ho
me/app-details/19783660-8bbd-4ce6-a213-

04c9a34ea407 

Fixed service charge per single Device 
per month for agreed contract duration. 

Transaction allowance: 100 verifications 
per contracted license per month. 

 
      Device licenses 
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Digital Hub and Cloud Print Services Addendum 

This Addendum (the “DHCPS Addendum” or “Addendum”) is made and entered into by and between 
Xerox Corporation (“Xerox”) and << Enter Customer Name>>> (“Customer”) as of the date of the last 
signature affixed hereto (the “Addendum Effective Date”) to add the terms and conditions for the use of 
the Xerox® Digital Hub and Cloud Print Services to the Services Master Agreement No. << Enter 7 Digit 
Contract Number from Customer's SMA >>> (“Agreement”) of <<<Agreement Effective Date>>>. Xerox 
and Customer are each also referred to herein as a “Party” and collectively as the “Parties.”  

1. This Addendum incorporates by reference all of the provisions of the Agreement. From and after the 
Amendment Effective Date, each reference in the Agreement to “this Agreement”, “this Services 
Master Agreement”, "herein", "hereunder", "hereto" or similar words or phrases, and all references to 
“the Agreement” in any amendments, related agreements, documents or other writings shall be 
deemed to mean the Agreement as amended by this Addendum. 

2. All Schedules, Exhibits, Statements of Work and Attachments hereto are hereby incorporated into this 
Addendum by reference and made a part hereof. If there is any conflict between this Addendum and 
its Schedules, Exhibits, Statements of Work or Attachments, this Addendum shall control. 

3. CHARGES – Customer agrees to pay the charges for Cloud Print Services in accordance with the 
rates set forth in the Statement of Work (“SOW”) and to pay the charges for its use of the Xerox® 
Multi Channel Engagement Platform (the “Platform) in accordance with the fees set forth in the Digital 
Hub Cloud Print Services Schedule as applicable, both of which are attached hereto.  

4. DELAYS - The timeline for implementation of Customer’s Xerox® Digital Hub and Cloud Print 
Services shall be provided the SOW. This timeline does not anticipate any delays incurred due to the 
unavailability of Customer, Customer vendors or other non-Xerox individuals whose participation in 
the implementation of the Digital Hub and Cloud Print Services is critical, or any delays by Customer 
in providing requested information.  In accordance with the Agreement, any delays that prevent Xerox 
from continuing work may result in implementation of the Digital Hub and Cloud Print Services being 
placed on hold by Xerox.  Digital Hub and Cloud Print Services implementations that have been 
placed on hold will be identified by Xerox in writing and as stated in the Agreement, any associated 
costs will be invoiced to Customer. Such costs include, but are not limited to, increased charges 
and/or additional travel and reimbursed expenses. The timeline for Customer’s implementation will be 
updated based on the availability of Xerox resources. 

5. TERM – This Addendum shall commence upon the Addendum Effective Date and, subject to 
completion of Transition and Transformation, shall be terminate upon expiration of the Statement of 
Work affixed hereto (the “SOW”).  

A. Early Termination:  Either Party may terminate this Addendum prior to expiration of the SOW 
upon ninety (90) days prior written notice to the other Party.  If Customer terminates this 

THIS IS A SAMPLE ADDENDUM
Actual terms may be negotiated between 
Customer and Xerox as part of an Order



Addendum prior to termination or expiration of the SOW, then Customer agrees to pay to Xerox 
any applicable early termination charges that are set forth in the SOW or the Agreement.  

B. Effect of Termination:  Upon termination or expiration of this Addendum all rights to access the 
applicable Digital Hub and Cloud Print Services cease.  

6. CHANGES – Any amendments, modifications, alterations or other changes to this Addendum must 
be made in a writing signed by both Parties and upon execution, will be incorporated into this 
Addendum. 

C. The Xerox® Digital Hub and Cloud Print Services is a hosted software solution that uses the 
Xerox® Multi-Channel Engagement Platform. Customer acknowledges that the Xerox® Multi 
Channel Engagement Platform includes technology provided by third party vendors that may be 
governed by separate agreements between Customer and the third party provider. Customer 
understands and agrees that Xerox makes no representation or warranty with respect to any 
technology provided by any third party and that Xerox expressly disclaims all liability with respect 
to Customer’s use of said third party technology. 

7. Customer hereby agrees that the following terms ("Terms") govern Customer’s use of the Xerox® 
Multi Channel Engagement Platform  (“the Platform”), and any "Content" (i.e., data, data files, written 
text, graphics, messages, photographs, images, videos, compilations, computer software, and other 
information or materials) or "Applications" (i.e., services, such as, including without limitation software 
services, messaging services, and other such services that permit different forms of Content to be 
processed or managed) that are made available from or through the Platform.  

Xerox may change these Terms from time to time and modified Terms will become effective 
immediately upon posting. It is Customer’s responsibility to review any updated Terms regularly. 
Customer’s continued use of the Platform will constitute Customer’s acknowledgement of, and 
agreement to be bound by, the currently applicable Terms.  If at any time Customer does not agree to 
the Terms, Customer must stop using the Platform. 

A. Permitted Use 

i. Xerox grants Customer a limited, non-assignable and nonexclusive right to access and use 
the Platform for use solely as permitted by these Terms.  Customer may not assign, sell, 
lease, transfer, rent, loan, or sublicense its right to use the Platform, by timesharing, service 
bureau, networking or any other means, and any attempt to do so shall be null and void.  
Customer agrees not to access (or assist any third party to access) the Platform by any 
means other than through the interface and method provided by Xerox.    

ii. The Platform is the sole property of Xerox/its licensors and (i) is protected by copyrights, 
trademarks, service marks, patents and/or other proprietary rights and laws and (ii) its 
structure, organization and source code constitute valuable trade secrets of Xerox and its 
licensors and their suppliers.  Customer may not (and may not permit any third party to) copy, 
modify, adapt, translate, change, create a derivative work of, disassemble, reverse engineer, 
decompile or otherwise attempt to extract the source code from the Platform except as 
expressly authorized by applicable law.   

iii. Customer agrees to comply with all applicable laws, regulations and third-party software 
terms in using the Platform.  

B. Customer’s User Account Information  

i. Customer’s user account registration includes provision of Customer’s email address and any 
other information requested as part of the registration process (“User Account Information”).  
Customer agrees that Customer’s User Account Information will always be accurate and up 
to date.  As part of Customer’s use of the Platform, information will be collected from 
Customer including the following: Customer email address, Customer user ID, Customer 
password, Customer list of submitted Content and the Content itself, the location any types of 



printing devices Customer uses, and information about the volume and frequency of 
Customer use of the Platform (collectively “User Information”).  Customer acknowledges and 
agrees that Customer is responsible for maintaining the confidentiality of Customer user ID 
and passwords associated with Customer user account.    Customer will be responsible to 
Xerox for all activities that occur under Customer user accounts including, without limitation, 
any activities by any person using Customer account.   

ii. Customer authorizes Xerox to use User Information to communicate with Customer 
respecting the Platform and agrees that all terms and conditions, agreements, notices, 
disclosures, and other communications that Xerox provides to Customer electronically satisfy 
any legal requirement that such communications would satisfy if they were in hard copy.  

iii. Customer acknowledges and agrees that Xerox may disclose User Information: (i) to affiliates 
in the course of developing, providing, managing, administering and improving Xerox’s 
products and services; (ii) when Xerox believes, in good faith, that disclosure is necessary to 
protect Xerox’s rights, protect Customer safety or the safety of others, investigate fraud, or 
respond to a government request; (iii) as required by law; and/or (iv) in the event of a merger, 
acquisition or reorganization of Xerox or a relevant portion of its assets, to the acquiring or 
surviving entity.  For further information please read Xerox’s Privacy Policy at 
https://www.xerox.com/about-xerox/privacy-policy. 

C. Customer Content 

i. Customer shall be solely responsible for any and all Content submitted to the Platform using 
Customer user account.  Without limiting the foregoing, Customer represents and warrants 
that Customer owns or has the necessary licenses, rights, consents, and permissions under 
all patent, trademark, copyright or other proprietary rights (including rights respecting the 
name or likeness of each and every such identifiable individual person) in any and all Content 
to authorize Xerox to use, display and transmit Content in the manner contemplated by these 
Terms.  

ii. Customer retains all of Customer ownership and other rights in Content.  Customer agrees 
that Customer is solely responsible for protecting and enforcing such rights and Xerox has no 
obligation to do so on Customer behalf.   

iii. By submitting Content to the Platform, Customer hereby grants Xerox and its affiliates a 
worldwide, non-exclusive, royalty-free, irrevocable, sublicensable and fully transferable 
license to use, reproduce, distribute, modify, prepare derivative works of, publish, display, 
and perform Content in any media formats and through any media channels solely as 
necessary to conform and adapt the Content to meet technical requirements for the purpose 
of providing the Xerox Digital Hub and Cloud Print Services as described in the Schedule.   

iv. Xerox is not obligated to evaluate or monitor the Content that Customer or any user of the 
Platform submits.  Xerox reserves the right at any time in its discretion to limit storage 
capacity and to pre-screen, review, refuse, or remove any Content, including any Content 
which violates these Terms or applicable law, or is otherwise harmful, objectionable, or 
inaccurate.   

v. Customer is solely responsible for maintaining the primary copy and any back-up or archive 
copy of Content Customer submits.  The Platform may permit Customer to store Content 
temporarily for printing at a later date.  Such temporary storage is not an archival service, 
rather it is offered as a convenience for Customer and is not designed or intended to operate 
as nor does it constitute a primary or back-up copy of any Content Customer submits.  Xerox 
does not represent or warrant that any Content Customer submits will be available for printing 
or be maintained or stored until printed and will not have any liability or responsibility for the 
loss of any Content Customer submits. 



D. Customer will not:  

i. Engage in any activity that interferes with, disrupts or attempts to gain unauthorized access to 
the Platform, any other user account, or servers, networks or products connected to or used 
to provide the Platform.   

ii. Submit Content or use the Platform to engage in conduct that (i) is unlawful, defamatory, 
libelous, invasive of another’s privacy, threatening, tortious, abusive, harassing, hateful, 
racially or ethnically offensive, pornographic, deceptive, misleading, fraudulent, obscene or 
otherwise objectionable; (ii) infringes, misappropriates or misuses any patent, trademark, 
trade secret, copyright, right of publicity, or other proprietary right of any party; or (iii) contains 
software viruses or any other computer code, files or programs that are designed or intended 
to disrupt, damage or limit the functioning of any software, hardware, or telecommunications 
equipment or to damage or obtain unauthorized access to any data or other information of 
Xerox or any third party. 

iii. Use the Platform (i) to export Content or any other software or data in violation of applicable 
laws including U.S. laws; (ii) to plan or carry out any illegal activity; or (iii) in any other manner 
that violates any applicable local, state, national, foreign, or international law.   

iv. Remove, obscure or alter any proprietary rights notices (including copyright and trademark 
notices) which may be affixed to or contained within the Platform. 

E. Platform Availability  

i. Customer acknowledges that Xerox may suspend or stop Customer access to or use of the 
Platform at any time without prior notice to Customer in the event of Customer’s failure to 
comply with these Terms, in Xerox’s complete discretion.   

F. Data Administration  

i. Customer User Information may be transmitted, stored and processed in the United States or 
any other country in which Xerox/its affiliates maintain facilities. 

ii. For the purpose of developing, providing, operating, maintaining and/or improving Xerox’s 
products and services, associated functionality and the customer experience, Customer 
acknowledges and agrees that Xerox may use Customer User Information and cookies, 
embedded links and other commonly used data gathering tools to collect, store, compile, 
analyze, copy, publish, display and distribute, statistical data, trends and usage information 
respecting use of the Platform by Customer and other user accounts. 

G. Warranty Disclaimer. 

i. The Platform is provided “AS IS”, “AS AVAILABLE”, and without warranty of any kind (except 
as may be expressly agreed to in a signed writing by Xerox), including any warranty of 
performance in an error-free or uninterrupted manner, completeness, or adequacy for any 
purpose.  Xerox makes no representation that the Platform (i) will meet Customer 
requirements or expectations or be uninterrupted, secure or free from mistakes, errors, 
viruses or defects; or (ii) will be compatible with Content. 

ii. Customer’s use of or reliance on the Platform and is voluntary, at Customer’s sole risk, and 
should only be undertaken following Customer’s independent assessment of same for 
Customer purposes.  Customer further acknowledges that Xerox has no control over third 
party networks Customer may access in the course of the use of the Platform, including 
delays and disruption of such network transmissions. 

iii. Unless expressly agreed to by Xerox in writing, Xerox shall have no obligation to (i) provide 
any maintenance, technical support, modifications, updates, upgrades, improvements or 
enhancements to the Platform; or (ii) back-up or correct any defects in any Content or user 
account information. 



iv. XEROX DISCLAIMS ANY AND ALL IMPLIED WARRANTIES, INCLUDING BUT NOT 
LIMITED TO THE IMPLIED WARRANTIES OF MERCHANTABILITY, NONINFRINGEMENT 
AND OF FITNESS FOR A PARTICULAR PURPOSE.  

H. Indemnity and Release 

i. Customer agrees to indemnify and hold harmless Xerox and its affiliates from any and all 
claims, liabilities, damages, costs and expenses, including reasonable attorneys’ fees, arising 
in any way by or through the use of Customer account and (i) access to or use of the 
Platform, (ii) breach of these Terms, (iii) violation of any third party right, including without 
limitation intellectual property, property or personal right; or (iv) violation of applicable law.  
Customer shall, at Xerox’s option and Customer’s sole expense, intervene in or defend any 
such proceedings upon notice from Xerox. 

I.  Representation & Acknowledgement 

i. Customer acknowledges that except for the limited right to use the Platform under these 
Terms, Customer has no right to use any intellectual property of Xerox, including trade 
names, trademarks, service marks, logos, domain names, or other distinctive brand features. 

In the event of a conflict between the Agreement, this Addendum, any Exhibits attached hereto 
and any Order, the order of precedence shall be the Agreement, then this Addendum, then the Order, 
then Statement of Work, then the DHCPS Schedule. 

 

ENTER CUSTOMER NAME  XEROX CORPORATION 

   Signature  Signature 

             

Name (please print)  Name 

             

Title  Title 

      

       

      

      

Address  Address 

      
 

      

Date  Date 

 







Rachael Jones Turner

State & Local Cooperative Contracts Manager

06/13/2018

































Rachael Jones Turner

State & Local Cooperative Contracts Manager

45 Glover Ave. 
Norwalk, CT  06850

June 13, 2018
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