
PREMIUM FLEX TIME

Consulting & Professional Services

AMS.NET provides consulting and professional services to supplement 
your technical staff and support complex technology solutions. Highly 
experienced engineers are available for advanced technical support 
where needed. Whether you need assistance with configuration 
changes, latency issues, design services, installation, multiple 
manufacturer integrations, troubleshooting or other professional 
services, our Premium Flex Time plans can be used for these services.

AMS.NET’s highly-experienced team of engineers hold top tier 
certifications from Cisco/Meraki, HP, Aruba, Ruckus, Palo Alto Networks, 
Microsoft, VMware, Singlewire and others. Our host of services provide 
complex technical support for wireless, routing/switching, security, 
voice, paging, data center and other technology solutions.

Premium Flex Time plans are hourly blocks that do not expire. 
Response times are based on support request urgency. The Premium 
24x7 option includes support after normal business hours. Premium 
plans provide a top-level engineer or customer preferred engineer for 
scheduled service and the top-level engineer that is available for cases 
that require an immediate response. Premium contracts are available 
starting at a block of 20 hours and 24x7 plans start at a block of 
10 hours. Additional hours can be added to the premium plans 
in increments of 10 hours. 

AMS.NET also offers a host of managed services for customizable, 
comprehensive coverage for all network or service related issues.

u	Advanced Professional Services
u	Local Certified Experienced Engineers
u	Consulting, Installation & Troubleshooting
u	Top Level or Preferred Engineer Provided
u	Remote, On-Site and Telephone Support
u	4 Hour Response Time to Scheduled - 		
	 Response Time Varies Based on the Flex 
	 Time Plan and Urgency of Support Need 
u	Standard Rate for Any Response Time
u	Detailed Reporting and Portal to View 		
	 Hours Used Against Blocks Purchased
u	Hours Do Not Expire

Learn More!
Go to www.ams.net/services
800-893-3660
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Frequently Asked Questions

Is there an expiration on the Flex Time 
Plan?
u	No, Flex Time Plans do not expire. 

Can I use my Flex Time plan for materials?
u	No, your Flex Time plan is for 
	 technical support only.

How are the hours deducted from my 
Flex Time Plan?
u	The hours are deducted as the technical 	
	 service is performed.

Why do I need to pay for Flex Time plan 
before the service is performed?
u	Flex Time plans provide a guaranteed 		
	 response time when the support requires 	
	 an immediate response. To ensure you 		
	 receive that guaranteed response time 		
	 you need to have a Flex Time plan prior to 	
	 requesting service.

Is there a guaranteed response time?
u	Flex Time plans provide a guaranteed 		
	 response time of 4 hours when the service 
	 requested is urgent. All other non-urgent 
	 requests with be scheduled.

What installation warranty do I receive with 
the Flex Time plans?
u	Flex Time plans do not guarantee an 
	 installation warranty. AMS.NET 		
	 provides a 30-day installation warranty 	
	 when services are quoted as a turnkey 
	 solution and bid only.

How do I contact AMS.NET for Technical 
Support?
u	Contact Customer Service at 
	 800-893-3660 x611 or 925-245-6111 or 
	 via email at tac@ams.net.

PREMIUM
FLEX TIME

Eligible Flex Time Support 

The Premium Flex Time support provides premium support for your routing/switching, 
wireless, security, voice/collaboration, paging, data center and other technologies.  
AMS.NET supports major manufacturers including Cisco/Meraki, HP, Aruba, Ruckus, 
Palo Alto Networks, Microsoft, VMware, Singlewire and others.  

 

Guidelines and Limitations 
Flex Time plans do not expire and are available until the time and funds are depleted. 
New or additional purchases of Flex Time plans will be subjected to the new discount 
rates, guidelines and limitations.  

A four hour technical response time is guaranteed based on the urgency of the support 
request during normal business hours. Normal  business hours are Monday through 
Friday 8:00am to 5:00pm. 24x7 plans include after hours support. 

On-site technical support consists of travel time both ways and a minimum of one-hour 
on-site then deducted in 30 minute increments. Remote technical support is deducted  
in 30 minute increments. Travel time is charged at $115/hr for both directions.

Business hours are Monday through Friday 8am to 5pm excluding company reserved 
holidays.  Pre-scheduled after-business hour technical support is available Monday 
through Friday and Saturday from 5pm to 12am and requires a 24x7 Flex Time plan. 
Emergency after hours support requires a 24x7 Flex Time plan. 

Hardware Replacement/RMA Support will be billed as one hour of technical support and 
actual shipping changes plus discount will be deducted from your Flex Time plan. 

Lift rental and boom truck rental will be deducted per day with a half day 
minimum. Rental charges are not eligible for discount.
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Agreement	 Premium Flex Time

 
	

Features	 Agreement

Routine Changes	 P	

	Moves/Adds/Changes	 P
Troubleshooting/Repair	 P	

Project Management	 P
Equipment Replacement	 P 
(with vendor support)

Installation Services	 P
Complex Troubleshooting	 P
Redesign		  P
Upgrades/Updates	 P
Integration with	 P 
Third Party Manufacturers

Technical Design/Planning	 P
Top Level Engineer Provided	 P
Select Preferred Engineer	 P			 


