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Introduction 

The CCTV system is now most often used for the supervision and safety of pupils/staff rather than simply 
to protect buildings/assets after school finishes.  So Topological Limited has created a fast response 

support agreement for your IP based surveillance system. 
 

This service minimises disruption and includes loan hardware to maximise system availability in the 

event of a failure.  The standard support package is based on our standard Hikvision IP solutions, 
although other systems may be covered (additional charges/exclusions may apply). 

 

Summary of Cover (on-site & remote network infrastructure support) 

Duration of Cover 

✓ Standard agreement = 12 months  
 

Items Covered 

✓ Removal/replacement of faulty cameras 

✓ NVR settings optimisation 

✓ Arrangement of replacement items under warranty (where applicable) 

 

Prompt Response 

Typical response  (within) 2 working hours from receipt of initial call 

On-site (emergency) (within) 4 working hours 

On-site (general) (within) 8 working hours 

On-site (non-critical) (within) 24 working hours 

All coverage based on normal working days (excluding bank holidays). 

 

Storage/Images/Passwords 

In the event of a faulty storage hard drive, written approval will be required before the item may be 

removed from site to enable it to be sent for repair/replacement.  The client will be responsible to 

ensure all images are deleted and the integrity of all passwords. 
 

Experienced Engineers  

✓ Enhanced DBS checked engineers with sufficient CCTV experience 

✓ Laptop with associated test applications 

 

Minor Repairs 

This service does not include replacement cabling, although minor repairs (such as re-termination of 

network cables) are covered as part of a non-urgent call-out. 

 

Loan Hardware 

✓ Hikvision NVR 

✓ 2.8mm dome cameras 

✓ 2.8-12mm varifocal cameras 

✓ PoE mid-span hubs 

✓ PoE single port injector 
 

Exclusions (these assumptions help reduce support costs) 

✓ Network support (separate agreement available) 

✓ Replacement of non-warranty hardware items 

✓ Cable replacement/repairs (including re-attaching cables to catenary wires) 

✓ Damaged/vandalised products (and associated engineering services) 
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