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Better IT Rolling Support Contract 
Overview 

 

We have two options for support. A monthly contract or an Ad-Hoc support. The monthly contract is on a 

one month notice period. If the support contract is being offered as part of initial work, there might be a 

minimum period for the contract. When this expires it then reverts to a one month notice period which 
means you are not tied to us for longer than 30 days if we don’t deliver.   

If you choose our monthly contract, then our hourly rate is £75 + VAT per hour for all work. If you choose 
the Ad-Hoc support then our hourly rate is £95 + VAT per hour for all work. These prices are for both site 

vists and remote work. We charge base to base when carrying out site visits, however 90% of our work is 

usually carried out remotely. 

Support is not restricted to a specific area or particular devices on the network. Our support covers any 

issues users might have, as well as consultancy and general advice. 

Our standard hours are Monday to Friday from 9am until 5.30pm. Work done outside these hours is priced 

at two times the standard rate and not included in the standard support contract. 

The price of a support contract is based on the number of hours per month we expect to be working for you 

and is determined by the number and types of users and devices on your network. We record and average 

the time used over 3 months. If you over-use one month, you don’t receive an extra bill. We review the 
agreement every three months and we can provide a monthly report from our ticketing system to show what 

we’d been doing if required. 

If the amount of support used is significantly higher or lower than the amount we’ve estimated over a 3 

month period then we would arrange a meeting to discuss the situation. 

Unused support time in a month rolls over for up to 3 months. This means that you can have a maximum of 
3 months worth of support available at any one time. This “bank” of time can be used as labour on any IT 

project from installing a new computer to website updates. The time cannot be used to subsidise hardware 
purchases.  

For the support contract to become active, we need to have remote access to the network devices we need 
to support and need to have a documented network. This can mean we need to carry out a full network 

audit before we commence the support contract. 

Our full terms and conditions for our support contract are attached with this overview. Our current rate card 
is also attached. 

 


