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19. Network Support - Advice and Guidance  
 
Access to the Network telephone Helpdesk is via the helpdesk telephone 
number 01582 830310 option * 6.   
 
19.1 Network Commissioning and Design 

 
SITSS can provide as much or as little support as you need when designing 
your school network. Every school is very different and we offer a 
comprehensive design package. Working with our partners we can survey 
your school and, in discussion with you, agree the best system to meet your 
needs, from a bespoke office system to a fully integrated network. We 
recommend RM network systems because they have the network tools 
appropriate to a school environment, but will discuss any alternative 
quotations you may receive. Once a system has been agreed we can project 
manage the installation and full commissioning of your system. 
 
To find out details of different network setups please see the network section 
of our website. 
 
Primary 
www.thegrid.org.uk/info/traded/sitss/networks_primary/choosing_new.shtml 
 
Secondary  
www.thegrid.org.uk/info/traded/sitss/networks_secondary/choosing.shtml 
 
 
19.2 Managing your Network 

 
Important information to be aware of when considering how best your 
network may be managed and supported 

 
Maintaining and managing a ‘server / client’ network is not as straight forward 
as looking after individual standalone computers or computers linked together 
as a ‘peer to peer’ system.  Unfortunately, to gain from the benefits available 
by having computers linked together with a fileserver there needs to be 
network management tools.  This means that anyone looking after your 
network needs to be fully conversant with these tools and have an in-depth 
knowledge of the network operating system. Or ‘there is no gain without pain’.   
 
If you ask someone to look after your network who does not fully understand 
the network management tools available or the network operating system you 
could find that some of the tasks listed below are not occurring as easily as 
they should, indeed you may find you are being told that some tasks cannot 
be done!  Or important tasks overlooked. 
 
Schools that run a client server system need to be aware of the various tasks 
associated with its day to day housekeeping and the various changes and 
additions that it may be necessary to undertake on an ad-hoc basis. 
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19.3 Questions to ask potential support providers 

 
Before you ask anyone to support your network you should think about the 
background they need:  

• Have they attended appropriate training courses? 
 

Training for managing an RM Connect system is built in to the package when 
the system is first installed.  If staff managing the network have not attended 
the appropriate RM courses it is impossible to support, via the telephone or 
remote access, complex tasks as part of the normal support package.  In 
particular this applies to software installation. 
 

• Do they have previous, positive experience of your 
particular type of network operating system? 

 
You may want to consider the comparative costs and benefits of an enhanced 
or managed network support service, particularly where you cannot afford to 
employ the necessary technical expertise.  For a detailed list of network 
support tasks, please go to the SITSS web-site for more information. 
 

• Do they understand the way that new software should be 
installed? 

 
So that a wide range of different applications can run without interfering with 
each other, some care needs to be taken when installing software.  Also, 
because files are stored centrally, the installer cannot always accept the 
default settings suggested by the program. 
 
Neither of the above problems is a function of RM Connect but rather of 
client/server systems in general. 
 
For this reason time needs to be spent making sure that new software works 
properly before distributing it across the network.  This might mean more time 
being taken with the initial install.  Of course once the software is correctly 
configured to work on one workstation it then becomes very straightforward to 
distribute to the rest of the network – a few mouse clicks at one station. 
 
The majority of the RM Connect systems installed in Hertfordshire schools 
have a virtual CD ROM facility to improve delivery of multimedia across the 
network.  In the case of software which requires the CD to be in the drive 
while it runs this system, a physical CD is not needed for each workstation 
and is the best way to deal with sharing the software. 
 
Sometimes the protection software built into the workstation operating system 
(Windows XP) will interfere with the way in which software is designed to run.  
This is neither unusual nor unreasonable – station security is doing its job of 
protecting the workstation from changes being made to system areas.  It is not 



School IT Systems Support 
Technical Support Centre Accredited by the Institute of IT Training 

RM Approved Support Provider 

3 

usually a problem to reconfigure the system to allow the program to run 
correctly. 
 
If lots of software packages are added to a workstation without following the 
correct procedures it is fairly easy to end up with a workstation which will not 
operate properly – particularly if that workstation is subsequently rebuilt. 
 
For more explanation about the issues surrounding software installation and 
client server networks please see the SITSS web site. 
 
19.4 Network - Hardware support 

 
We always recommend the purchase of a hardware support contract for the 
file server(s).  Always ask if this includes restoration of the operating system 
and software (applications and data) to the state before the problem.  (This is 
obviously dependent upon your having a good backup). 
 
Network support does not include workstation and peripheral hardware 
maintenance; for example it does not provide support to repair a printer or 
change a floppy drive in a workstation.  For this you require the SITSS 
technical support service. (See section 23) 
 
With DELL hardware the manufacturers warranty can only be extended up to 
its 5th birthday.  RM are more flexible with their warranty and allow extensions 
for additional years but may cease this at a renewal date with limited warning. 
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20. Intro to Network Enhanced Support & Managed 
Service  

 
School IT Systems Support is able to offer alternative support packages 
(enhanced and managed service), to assist schools who do not have the level 
of expertise or the time to spend carrying out complex or time consuming 
procedures.  In this way SITSS network support staff (approved by RM to 
support Connect networks) can visit the school on a regular basis to maintain 
and add to the system. 
 
We are able to provide a similar bespoke service to Secondary schools - 
please contact us for more detail. 
 
The following services are available. 
 
20.1 SITSS – Bronze network support 

 
We would anticipate that a school using this service has a network manager 
who will have had the benefit of CC3 training and is approx 0.5 FTE.  The 
tasks we would expect the local technician to carry out are detailed in the 
‘Details of Net managers Tasks document’ (Doc ref: GO12).  The Bronze 
service is designed to assist the school based technician/ manager to carryout 
some of the more complex tasks as part of the planned visit schedule and 
provide advice on future developments.  This an enhanced support service to 
assist the school technician/manager. 
 
Access to the SITSS Helpdesk will be available via email, fax, or telephone for 
the purpose of assisting and supporting the school based technician in the 
day to day management of the network. 
 
The school technician may be referred to RM or SITSS technical articles and 
be expected to carry out the tasks detailed where this is considered 
appropriate.  The completion of complex and time consuming tasks (e.g. 
software requiring local web services) will be recommended for either a 
planned or additional site visit. 
 
This package is based upon  

• For Primary, Middle and Secondary schools: 8 * 3:15hr visits by a 
SITSS network consultant over the course of an academic year. 

You can choose to have more or fewer visits, just give us a call to discuss. 
 
 
Bronze service provides: 

• Regular attendance on-site by a SITSS network consultant 
• Technical problem solving via Helpdesk or additional chargeable site 

visits 
• Network Helpdesk 
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• Remote support to servers and workstations.  (SITSS technical staff 
may use this without reference to the school in the rare occasion where 
the solution to a problem has been found and needs further 
investigation, the school technician is unavailable and the school have 
given SITSS the necessary security credentials) 

 
• Upgrades to your anti-virus software (subject to your school purchasing 

the SITSS anti-virus package) 
 

• Advice regarding MIS upgrades: –  
o SIMS,  
o Dinner Money (subject to your school purchasing this SITSS 

contract) 
o RM Finance (subject to your school purchasing this FSS 

contract) 
o PAT/RaiseOnLine 

• Installation of up to 2 RM Curriculum Choice (or equivalent) packages 
per visit, up to a total of 6 per year. 

 
Obviously the tasks that can be completed will be determined by the duration 
of the visit.  Should you find the visits are not offering you sufficient flexibility, 
we can provide longer visits on a regular or ad-hoc basis or consider the 
Silver package – just give us a ring to discuss. 
 
20.2 Bronze + ATSS 

 
This service is aimed at providing CC3 network support to a school within a 
working partnership between SITSS and a third party support supplier, 
working to an agreed level of service delivery.  This is an entry level managed 
service with the delegation of responsibility, for the management of the 
schools network, to the joint partnership between SITSS and the third party 
support provider. 
 
This level of support is aimed at schools that have a qualified technician from 
an organisation that is part of the RM ATS Scheme. 
 
This package is based upon  

• For Primary schools: 6 * 2hr visits by a SITSS network consultant over 
the course of an academic year, plus 1 review meeting. 

You can choose to have more or fewer visits just give us a call to discuss. 
 
 
It is expected that the ATSS technician will spend the equivalent of at least 
one half day at the school each week.  The school will need to nominate a 
person to act as the link between themselves SITSS and the ATSS 
technician.  The ATSS technician will have attended an approved RM training 
course and obtained at least the RM Certified Technician qualification. 
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School IT Systems Support will work with the ATSS technician and named 
key school contact. 

• The school contact and the ATSS technician will carry out all the 
necessary day to day tasks to ensure the smooth running of the 
network.   

• The school with the assistance of their technician are fully responsible 
for changing, storing and regularly testing the server backup tapes.   

• SITSS will provide to the school at no additional charge the necessary 
tools to enable their technician to setup SIMS to run on their CC3 
workstations across their network. 

• SITSS will work over the telephone with the school ATSS technician to 
assist in the resolution of issues that are not within that person’s 
technical knowledge. 

• SITSS may ask the ATSS technician to carry out a list of tasks or 
follow a technical article and then report back with the results. 

• SITSS will install on the school network a Helpdesk system where staff 
may log issues that have occurred whilst they are teaching. 

• It will be the responsibility of the ATSS technician to look through the 
open tasks and take appropriate action.  Any actions taken to resolve 
an issue must be appended to the log for future reference.  

•  Between planned visits by the ATSS technician and where an issue is 
having a major effect upon the operation of the network the school 
named contact should log a call with the SITSS Helpdesk who will 
formulate a plan for resolution. 

• The monthly RM issued hot fixes will be carried out by the ATSS 
technician as soon after they are released as is convenient, where 
these involve server re-boots downtime should be planned in advance 
of the visit.   

• SITSS will visit the school for 6 two hour visits each academic year, to 
carry out additional tasks (e.g. Enhancements and Service Releases) 
and discuss the progress of the contract.  

•  An additional meeting will be arranged, by the SITSS consultant, with 
the senior management of the school to discuss upgrade paths, 
developments and options.   

• SITSS will at the start of the academic year setup the new pupils and 
staff using electronic data supplied by the school from their MIS 
system. 

• Incremental changes during the year will be the responsibility of the 
ATSS technician. 

 
In the rare event of a very serious issue occurring that cannot be resolved and 
causes the system to completely crash then SITSS may elect to restore the 
server from the most recent backup available.  The school is responsible for 
managing the backup tapes and agreeing with the ATSS technician a regime 
for testing the validity of these.  Where a good backup is not available then the 
system will need to be returned back to the ‘factory’ delivered state and fully 
re-commissioned with the assistance of the ATSS technician.  This may be 
chargeable. 
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A detailed set of tasks are agreed and can be viewed by downloading the 
document G021 from the SITSS web-site. 
 
Please see the appropriate table, based on school phase in the following 
sections. 
 
 
 
20.3 SITSS – Silver network support  

 
We would anticipate that a school using this service has limited technical 
support, possibly a classroom teacher with ICT responsibility.  The tasks we 
would expect the school to carry out are detailed in the ‘Details of Net 
Managers Tasks document’ (Doc ref: GO12).  The Silver service is designed 
to carry out most of the tasks of a dedicated technician but with assistance 
from the school.  This service is aimed at small to medium schools with 
complex systems involving distributed stations and laptops.  Pre-requisites will 
be discussed with any interested school.  This is a basic level of managed 
service with the main responsibility of delivering a working network being 
devolved by the school to SITSS.  The service will not include any 
workstations and the peripherals where they are NOT part of the RM connect 
network. 
 
This package is based upon  

• For Primary schools: 6 * 3:15hr visits by a SITSS network consultant 
and 9 * 3:15hr visits by a SITSS technician over the course of an 
academic year plus one review meeting. 

• For Middle schools: 6 * 3:15hr visits by a SITSS network consultant 
and 12 * 3:15hr visits by a SITSS technician plus one review meeting. 

You can choose to have more or fewer visits just give us a call to discuss. 
 
 
Silver service provides: 

• All that the 20.1 Bronze service provides plus 
• MIS upgrades provided carried out by SITSS personnel provided the 

SITSS MIS ‘Advanced’ level support has been taken 
• Server system checks 
• Infrastructure system checks 
• Your backups regularly checked and validated 
• Installation Microsoft patches as appropriate 
• Installation RM Updates as available 
• Installation of up to 2 RM Curriculum Choice (or equivalent) packages 

per visit, up to 12 per year total 
• User management tasks 
• Create ‘groups’ for new intake 
• Installation of printers and scanners (limited to 2 devices per visit) 
• Replacement of printer toner and ink cartridges during planned visit 
• Review of Network Problem log at each visit 
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• Assist with updating ‘restore’ partition on all workstations at least once 
each term 

• Assist with Rebuild/Restore of workstations as required 
• Commission new Workstations/Laptops (limited to 2 per visit) 
• Annual review meeting to discuss the progress of the service and 

future developments 
 
Obviously the tasks our technician or consultant can complete will be 
determined by the 3:15hr duration of the visit.  Should you find the visits are 
not offering you sufficient flexibility we can provide longer visits on a regular or 
ad-hoc basis – just give us a ring to discuss 
 
20.4 SITSS – Gold network support  

 
We would anticipate that a school using this service has very limited technical 
support.  The limited tasks we would expect the school to carry out are 
detailed in the ‘Details of Net managers Tasks document’ (Doc ref: GO12).  
The Gold service is designed to carry out all of the tasks of a dedicated 
technician with some assistance from the school.  This service is aimed at 
medium to large sized schools with complex systems involving distributed 
stations and wireless laptops. Pre-requisites will be discussed with any 
interested school.  This is a basic level of managed service with the main 
responsibility of delivering a working network being devolved by the school to 
SITSS.  The service will not include any workstations and the peripherals 
where they are NOT part of the RM connect network. 
 
 
This package is based upon  

• For Primary schools: 6 * 3:15hr visits by a SITSS network consultant 
and 15 * 3:15hr visits by a SITSS technician over the course of an 
academic year plus one review meeting.  

• For Middle schools: 8 * 3:15hr visits by a SITSS network consultant 
and 18 * 3:15hr visits by a SITSS technician over the course of an 
academic year plus one review meeting.  

• For Secondary schools: 12 * whole day visits by a SITSS network 
consultant and 6 * whole day visits by a SITSS technician plus 5 
review meetings.  

You can choose to have more or fewer visits just give us a call to discuss. 
 
 
Gold service provides: 

• All that the 20.3 Silver service provides plus 
• Update ‘restore’ partition on all workstations at least once each term 
• Rebuild/Restore of workstations at planned visit 
• Clean monitors, keyboards and mice twice each year 



School IT Systems Support 
Technical Support Centre Accredited by the Institute of IT Training 

RM Approved Support Provider 

9 

 

 

20.5 SITSS – Platinum network support  

 
We would anticipate that a school using this service has no technical but 
limited admin support.  The limited tasks we would expect the school to carry 
out are detailed in the ‘Details of Net managers Tasks document’ (Doc ref: 
GO12).  The Platinum service is designed to manage the network on behalf of 
the school with only limited regular tasks being required of the school.  Pre-
requisites will be required and discussed with any interested school.  This is a 
managed service with the day to day management of the school network 
being carried out by SITSS.  ALL workstations, including administration, will 
be part of the RM Connect network. 
 
This package is based upon 

• For Primary schools: 18 * 3:15hr visits by a SITSS network consultant 
and 21 * 3:15hr visits by a SITSS technician over the course of an 
academic year plus 2 review meetings.  

• For Middle schools: 20 * 3:15hr visits by a SITSS network consultant 
and 24 * 3:15hr visits by a SITSS technician over the course of an 
academic year plus 2 review meetings.  

• For Secondary schools: 25 whole day visits by a SITSS network 
consultant over the course of an academic year plus 5 review 
meetings.  

 
You can choose to have more or fewer visits just give us a call to discuss. 
 

• Platinum service provides complete piece of mind.  
• Review meetings will enable discussion on the progress of the service 

and future developments. 
 
20.6 What you get - Primary 

 
A Primary school purchasing our Bronze network support service will receive; 
hardware support updates and hot fixes.  These will be completed by a 
technician on a scheduled visit and by the school technician. 
 
Additionally as part of the Silver, Gold, Platinum managed support contract:  
 

• SITSS will apply any RM Service Release (SR) Packs 
 

Schools that do not buy in to either of these support contracts will be able to 
arrange for a SITSS network consultant to apply SRs as a chargeable extra. 
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20.7 What you get - Middle/Secondary 

 
We recognise that you will want the additional flexibility of being able to 
download and install updates yourselves. As part of the SITSS support 
agreement we are able to offer this facility for an additional £250, this would 
cost £799 if purchased from RM directly.  Secondary & Middle schools are 
responsible for checking, at least monthly, the available updates on the RM 
site and ensuring these are applied on your networks.  
• Schools that have purchased the SITSS Silver and above managed 

service support contract will have all updates applied for them as they 
become available as part of a planned support visit. 

• All schools supported by SITSS (network telephone and remote and 
above) will still be entitled to use the RM Communication forum and to 
view articles on RM Support Online.  

Schools are still able to obtain free updates by downloading the appropriate 
fixes and drivers directly from Microsoft and other companies.  Although doing 
this would require a considerable investment of time and resources from the 
school and the updates would not be validated for use on Community Connect 
3.   
• One place on RM Technical Seminar.  Additional places can be purchased 

at an additional cost. 
 
• To find out more about our enhanced network support packages 

please go to the SITSS web site on the Hertfordshire Grid and 
download the ‘Net Supp packages’ & ‘Details of Net Manager Tasks 
documents.  (See appendix for reference details) 



School IT Systems Support 
Technical Support Centre Accredited by the Institute of IT Training 

RM Approved Support Provider 

11 

21. Network Service Costs 
 

21.1 Cost - Nursery and Primary Network Support 
 

 Bronze + 
ATSS  $ 

Bronze Silver Gold Platinum 

One Server £2,347 £3,289 £4,355 £5,039 £9,186 
Two Servers £2,762 £3,704 £4,770 £5,454 £9,601 
Three Servers £2,972 £3,914 £4,980 £5,664 £9,811 
The above package prices include the cost of Server Telephone and Remote 
(T&R) Support and Connect ‘packages’ for SIMS & FMS.   
Where schools with good computer network competencies do not purchase any of 
the above packages, these elements can be supplied separately based on the 
following prices.  Telephone and Remote (T&R) £1,199 First Server, £415 Second 
Server, £210 Subsequent Servers and SIMS & FMS Packages £246 annually or 
£56 per package.  
Optional (T&R) Server Cover (Additional to above prices ) 
Additional 
Server 
(Database 
Server) 

£179 £179 £179 £179 £179 

Plugins  £75 £75 £75 £75 £75 
$ Joint support with a company that is a member of RMs Affiliated Technical 
Support Scheme.  The price shown is for SITSS Support, the ATSS price is 

additional to that shown and payable direct to the ATSS member. 
 

Admin Server / Database Server 
(sole server under contract with 
SITSS) Telephone and Remote  

£717 

This is available to schools that do not take out a network support package, but 
would like Telephone and Remote Support for their Database Server 

It is important that servers are covered by a hardware support contract in 
case of faults after the warranty has finished.  
SITSS Servercare Hardware 
Support is available on RM and 
Dell machines per server (subject 
to acceptance by RM/Dell) 

£540 

It is possible that RM & / or Dell may increase their charges for Fileserver 
hardware maintenance during 2008 / 2009, should this happen we may need to 
pass these charges on to you.  To ensure that we can offer the best service, 
Servercare Hardware Support is only available to schools that either takes out 
one of the above Network Packages (that includes Telephone and Remote on the 
said server) or Telephone and Remote on the said server. 
If you do not currently purchase our network support, your school will first 
require a chargeable ‘Network Audit’.  During a network audit a SITSS 
Network Consultant will survey your schools network design and layout and 
then provide details of changes that may need to be carried out before SITSS 
would undertake support and a quote (if applicable) for SITSS to carry out this 
work.  SITSS reserve the right to decline to undertake support. 
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21.2 Cost - Middle School Network Support 

 

 
Admin Server / Database Server 
(sole server under contract with 
SITSS) Telephone and Remote 

 
£835 

This is available to schools that do not take out a network support package, 
but would like Telephone and Remote Support for their Database Server 

 
It is important that servers are covered by a hardware support contract 
in case of faults after the warranty has finished.  
SITSS Servercare Hardware 
Support is available on RM and 
Dell machines per server (subject 
to acceptance by RM/Dell) 

 
£540 

It is possible that RM & / or Dell may increase their charges for Fileserver 
hardware maintenance during 2008 / 2009, should this happen we may need 
to pass these charges on to you. 
To ensure that we can offer the best service, Servercare Hardware Support is 
only available to schools that either takes out one of the above Network 
Packages (that includes Telephone and Remote on the said server) or 
Telephone and Remote on the said server. 
 
If you do not currently purchase our network support, your school will first 
require a chargeable ‘Network Audit’.  During a network audit a SITSS 
Network Consultant will survey your schools network design and layout and 
then provide details of changes that may need to be carried out before SITSS 
would undertake support and a quote (if applicable) for SITSS to carry out this 
work.  SITSS reserve the right to decline to undertake support. 
 

 Bronze Silver Gold Platinum 
One Server £3,535 £5,148 £5,843 £10,545 
Two Servers £4,001 £5,614 £6,309 £11,011 
Three Servers £4,211 £5,824 £6,519 £11,221 
The above package prices include the cost of Server Telephone and Remote 
Support (T&R) and Connect ‘packages’ for SIMS & FMS.   
Where schools with good computer network competencies do not purchase 
any of the above packages, these elements can be supplied separately based 
on the following prices.  Telephone and Remote £1,445 First Server, £466 
Second Server, £210 Subsequent Servers and SIMS & FMS Packages £246 
annually or £56 per package.  
Optional (T&R) Server Cover (Additional to above prices ) 
Advanced mm £179 £179 £179 £179 
Additional Server 
(Database Server) 

£235 £235 £235 £235 

Exchange Server £564 £564 £564 £564 
Plugins £75 £75 £75 £75 
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21.3 Cost - Secondary Network Support 

 

 

 Bronze Silver Gold Platinum T & R only � 
One 
Server 

£4,291 N/A £13,830 £19,768 £2091� (See note 

below) 
Two 
Servers 

£4,888 N/A £14,427 £20,365 £2688�(See note 

below) 
Three 
Servers 

£5.134 N/A £14,673 £20,611 £2934�(See note 

below) 
The above package prices include the cost of Server 
Telephone and Remote Support (T&R) and Connect 
‘packages’ for SIMS & FMS.   
Where schools with good computer network 
competencies do not purchase any of the above 
packages, these elements can be supplied separately 
based on the following prices.  �Telephone and 
Remote £2,091 First Server, £597 Second Server, £246 
Subsequent Servers and SIMS & FMS Packages £246 
annually or £56 per package.  
Optional (T&R) Server Cover (Additional to above 
prices ) 

 

Advanced 
mm 

£179 
 

Additional 
Server 
(Database 
Server) 

£246 

 

Exchange 
Server 

£575 
 

Plug-ins £75 
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21.4 Network Telephone and Remote only service 

 
�  This service is only applicable as an individual service to secondary, some 
middle and special schools.   It is dependent on whether the school has a full 
time network manager 
 
 
Admin Server / Database Server 
(sole server under contract with 
SITSS) Telephone and Remote 

 
£835 

This is available to schools that do not take out a network support package, 
but would like Telephone and Remote Support for their Database Server 

 
It is important that servers are covered by a hardware support contract 
in case of faults after the warranty has finished.  
SITSS Servercare Hardware 
Support is available on RM and 
Dell machines per server (subject 
to acceptance by RM/Dell) 

 
£540 

It is possible that RM & / or Dell may increase their charges for Fileserver 
hardware maintenance during 2008/ 2009, should this happen we may need 
to pass these charges on to you. 
To ensure that we can offer the best service, Servercare Hardware Support is 
only available to schools that either takes out one of the above Network 
Packages (that includes Telephone and Remote on the said server) or 
Telephone and Remote on the said server.   
 
If you do not currently purchase our network support, your school will first 
require a chargeable ‘Network Audit’.  During a network audit a SITSS 
Network Consultant will survey your schools network design and layout and 
then provide details of changes that may need to be carried out before SITSS 
would undertake support and a quote (if applicable) for SITSS to carry out this 
work.  SITSS reserve the right to decline to undertake support. 
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21.5 Visit Grid - Service comparison -  

 

 Bronze + 
ATSS 

Bronze Silver Gold Platinum 

SITSS Primary  
Network Consultant Visits 

7 x 2hr 
visits 

� 
8 x 3:15hr 

visits 

� 
6 x 3:15hr 

visits 

� 
6 x 3:15hr 

visits 

� 
18 x 3:15hr 

visits 
SITSS Primary  
Technician Visits ATSS  

� 
9 x 3:15hr 

visits 

� 
15 x 3:15hr 

visits 

� 
21 x 3:15hr 

visits 
SITSS Middle  
Network Consultant Visits  

� 
8 x 3:15hr 

visits 

� 
6 x 3:15hr 

visits 

� 
8 x 3:15hr 

visits 

� 
20 x 3:15hr 

visits 
SITSS Middle  
Technician Visits   

� 
12 x 3:15hr 

visits 

� 
18 x 3:15hr 

visits 

� 
24 x 3:15hr 

visits 
SITSS Secondary Network 
Consultant Visits  

� 
8 x 3:15hr 

visits 
N/A 

� 
12 whole 
day visits 

� 
25 whole 
day visits 

SITSS Secondary 
Technician Visits    

� 
6 whole day 

visits 
 

• Technical problem solving. 
• Upgrades to your anti-virus 

software (subject to your 
school purchasing the 
SITSS anti-virus package) 

� 
ATSS 

� � � � 

• Advice regarding MIS 
upgrades: 

SIMS.net/Dinner Money 
RM Finance 
PAT / RaiseOnline 

� � � � � 

• Installation of up to 2 RM 
Curriculum Choice (or 
equivalent) packages per 
visit. 

ATSS 
� 

6 per year 
in total 

� 
12 Per year 

in total 

� 
12 Per year 

in total 

� 
12 Per year 

in total 

MIS upgrades carried out by 
SITSS personnel 
 (Please note part of this service is now 
part of the SIMS service levels for 
schools choosing the Advanced 
service). 

  � � � 

• System Server checks �  � � � 
• Your backup regularly 

checked and validated �  � � � 
• Installation of non RM 

Curriculum Choice 
applications 

   20 30 
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 Bronze + 
ATSS 

Bronze Silver Gold Platinum 

• Installation of Microsoft 
patches as appropriate. 

• Installation of RM updates 
as available. 

� � � � � 

• User management tasks. 
• Create ‘groups’ for new 

intake. 
  � � � 

• Installation of printers and 
scanners (limited to 2 
devices per visit)  

• Replacement of printer 
toner and ink cartridges 
during planned visits 
(toner/cartridges provided 
by school) 

ATSS  � � � 

• Review of Network 
Problem Log at each visit 

•  
     

• Assist with the updating of 
the ‘restore’ partition on 
all workstations at least 
once each term. 

•  

ATSS  � � � 

• Assist with the 
Rebuild/Restore of 
workstations as required. 

 

ATSS � � � � 

• Commission new 
Workstations/laptops 
(limited to 2 per visit). 

ATSS  � � � 

• Annual review meeting to 
discuss the progress of 
the service and future 
developments. 

�  � � � 

• Update ‘restore’ partition 
on all workstations at 
least once each term. 

 

ATSS  � � � 

• Build / Restore 
workstations at planned 
visits 

ATSS  � � � 

• Cleaning of: 
Monitors, Keyboards & 
Mice (twice a year) 

ATSS   � � 
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22. Additional Network Services 
 
22.1 CC3 Package Creation  

 
CC3 package creation is available at £149 per application.  We aim to 
complete this within 3 weeks of receipt. 
 
22.2 Bespoke Service 

 
If any of the above services do not exactly meet your needs then you can 
contact the network Helpdesk by e-mailing sitss.network@lea.herts.sch.uk 
and mark it for the attention of Jeff Hall, for an appointment to discuss your 
requirements. 
 
22.3 SITSS requirements when taking on a NEW network for support 

 
If you are considering SITSS network support contracts for the first time your 
school will require a ‘Network Audit’.  During a network audit a SITSS Network 
Consultant will survey your school’s network design and layout and then 
provide details of changes that would need to be carried out before SITSS 
would undertake support and a quote (if applicable) for SITSS to carry out this 
work.  SITSS reserve the right to decline to undertake support.   
 
Please note this also applies when a school asks us to support their network 
running Capita SIMS software, or Serco Facility software, where we have not 
supported the schools system previously. 
 
 
 
 
 
 
 

 

 


