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Typical remote installation and training tasks include: 

• Scheduling a conference call with the client at each site

• Stepping the client through the setup of the videoconferencing system

• Stepping the client through the setup of the managed service.

• Performance of multiple test video calls to and from LPS’s demo and testing centers.

• Conducting a remote training session over video for system operation

• Training admins on the system and the managed service management portal to include
instructions on the set-up of directories, virtual meeting rooms, access to 3rd party systems
from Polycom, Avaya, Vidyo, Cisco, and others.
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Support Services 

LPS Associates, LLC offers a full suite of support services to help you maximize the value of your 
audio and video communications products and services, and optimize their performance.  Our 

services, delivered by LPS services professionals, span all phases of the products and services life 
cycle. Whether it is a global deployment, an installation, ongoing support, or a question to our 
help desk, our range of offerings gives you the flexibility to choose the services that meet your 

specific needs.  LPS Services ensures your products and services work smarter, perform faster and 
last longer.  

LPS Associates, LLC is an Expert Partner of LifeSize Communications, having achieved all 

certifications to offer 1st and 2nd tier customer support.  Our support model includes owning the 
support incident from beginning to end. That means that we take the trouble call, diagnose the 
problem, escalate the problem to the manufacturer in the event of a hardware or software failure 

(3rd tier) and pro-actively hand hold our customer until the problem is resolved. Only a very small 
number of trouble calls require assistance from the manufacturer and in most cases we can 
alleviate problems over the phone by checking configuration settings, connections, network 

bandwidth issues, and inappropriate physical changes to the devices.   Our various support 
options are as follows. 

Assurance Maintenance Services (AMS) offer the following: 

Full coverage  protects your product, hardware and software, during the agreement period. With 
an agreement in place, LPS Associates will quickly identify, diagnose, and resolve any incident you 

experience with your product.  AMS Plans can be purchased in yearly increments from 1 to 3 
years. 

Dedicated support by trained services professionals:   You have direct access to an LPS 
Associates services professional who has been trained and certified on the LifeSize product line.   
Our services professional knows who you are, understands your specific application, and will 

deliver proactive and personalized results until your incident has been resolved.  We strive to 
assign a service professional to your account who is familiar with your company and application. 
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Application updates:  You have complete access to the latest product updates and 
enhancements, ensuring LifeSize products are always up to date and performing optimally. Upon 
enrollment in the Assurance Maintenance Service (AMS), customers will receive an e-mail 
notification from LPS with instructions on how to access and download the update. LPS will 
assume this responsibility upon customer enrollment in our optional Systems Update and 
Monitoring Service (SUMS). For customers selecting to do their own updates, updates are always 

available for download from the LifeSize website. http://www.lifesize.com/en/support/software-
download. 

Rapid product replacements - overnight replacement of defective hardware components if 
LifeSize acknowledges it is a hardware failure prior to 2PM EST.  LPS will coordinate all activity 
with the manufacturer. 

Protection against downtime - services provided by LPS and the AMS plan helps protect you 
against downtime by providing access to a dedicated support professional who will work with 
you to manage all aspects of your solution. From ensuring your applications are always current to 
confirming that your products are performing optimally, these combined services can provide 
quicker time to resolution and have less impact on your business environment. 

Access to LifeSize knowledge base - allows access to the LifeSize Knowledge Base, a technical 
repository where you can search for known product problems, technical documents, manuals, 
and downloads.    http://www.community.lifesize.com. 

Systems Update and Monitoring Service (SUMS) offers the 
following: 
Proactive application updates - LPS will keep all customer systems up to date with the latest 
level of system software as offered in LifeSize’s AMS program. Software will be fully tested prior to 
update to ensure that the software is not impacting a non-LifeSize component of the overall 
solution. 
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System monitoring - LPS will monitor and test systems from time to time to ensure that the 
systems are operational and ready for use. 

Immediate product replacement - LPS will replace the defective unit immediately until a product 
resolution is coordinated with Lifesize and an RMA is assigned.   This will ensure a rapid return to 
service. 

Help Desk - LPS will assist users who are experiencing any procedural or operating difficulty with 
the use of our audio and video applications, products or services. Complex and/or high priority 
problems are elevated to LPS's support group for resolution when needed, but the Help Desk is 
responsible to ensure that an effective solution is provided to the user and the user is comfortable 
with using the technology. 
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After Installation System and Application Support 

Thank you for entrusting your audio/video communications, unified communications,  
A/V,  and managed service support requirements to LPS Associates.  Our team of professionals will 

ensure your equipment and managed services perform at an optimum level, maximizing it’s 
utility, reducing your overall cost of ownership, and optimizing your (ROI) return on investment. 

Our System Coverage Includes: 

Help Desk services are available for problems with the system or overall application.  An optional 
service is available for help regarding the operation of the equipment. 

Training is provided as part of the initial system installation.  Additional training is available as an 

optional service and provided via video or on site. 

Next day hardware advanced replacement on applicable components. 

System warranty on applicable components. 

Email notification when new software updates become available.   An optional service is 
available to proactively monitor and keep all systems current as new software becomes available. 

Access to: 
1. Product support for software up to five years after product "end of life".
2. Current and previous software releases.
3. Bug fixes and software upgrades for new functionality, standards, and features, as they

become available.

4. LPS technical representatives, including tier 1, 2, and 3 support and solution engineers
working in concert with the other equipment manufacturers.
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Procedure for reporting a problem to LPS Associates 

Place a call to 1-800-856-9610 extension 105.  

Service professionals are available from 8AM until 5PM EST Monday thru Friday. 

If available, a service professional will answer your call.  If the call is routed to voice mail, please 

leave a voice message when prompted to do so.  

A service professional will return the call as soon as he/she is available. 

Once connected with the service professional, an incident number and problem description will 

be logged, and he/she will provide a proactive and personalized response until your incident has 
been resolved. 

Alternately, you can also email customerservice@lpsassociates.com to report a problem.  A service 

professional will follow up and contact you by phone or email to initiate the problem resolution 
process. 

We welcome the opportunity to work with you and demonstrate how efficiently and cost- 

effectively your organization can run by incorporating high definition audio, video, and unified  
communications in your work flow provided by LPS Associates. 

LPS Associates, LLC 
(800) 856-9610x111

www.lpsassociates.com 
contactus@lpsassociates.com
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