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Services and Support 
Global Support and Maintenance 
AVI-SPL’s Global Support and Maintenance offerings provide world-class services designed to help you achieve the most 
uptime and the best return on investment (ROI) from your technology. We apply our 40 years of experience with 700+ 
manufacturer technologies to be the services partner you can count on. 
 
Our offering provides positive business outcomes by ensuring your collaboration technology solutions work as expected for 
end users. Support minimizes system downtime and maximizes system performance, meeting your organization’s 
collaboration objectives.   
 
AVI-SPL provides 24x7 support and certifications in a diverse set of competencies that cover your entire organization. With 
800+ full-time employees dedicated to service delivery distributed between our four GSOCs and local offices around the 
world, we have the ability to meet your local and global needs.  

 

Service Levels Available: 

 
 
Essential (Time and Materials)  
Full suite of Global Support offerings available in a noncontract form, all billable at standard AVI-SPL rates.  
 
Billable Offerings:  

• Remote Help Desk, 24x7 Specialist Remote Support  
• On-site Technical Dispatch 
• Parts Repair and Replacement  

 

Enhanced  
• Offers unlimited remote help desk support – available 24x7x365.                                  
• Facilitates the repair or replacement of manufacturer programs for applicable hardware.                     
• Access to software updates and upgrades for hardware covered by manufacturer program.  
• Use of online incident reporting tool for easy ticket awareness.  
• Eligibility for discounted hourly rates when other Global Support services not included in the Enhanced offering are 

requested.  
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Elite  
• Repair or replacement programs of manufacturer programs for applicable hardware.  
• Access to software updates and upgrades for manufacturer program covered hardware.  
• Insight into an online incident reporting tool for easy ticket awareness.  
• Eligibility for discounted hourly rates when other Global Support services not included in the Enhanced offering are 

requested  
 

AVI-SPL Global Support and Maintenance PLUS Options  
  

Plus Options are available at an additional cost.  
Our Global Support and Maintenance PLUS Options are additions to the standard offering, customized to your unique 
environment. PLUS options allow us to take on more of the risk associated with aging equipment, help prevent unexpected 
expenses, and provide an accelerated on-site response time to get spaces up and running. Add one or multiple options to 
enable the flexibility needed.  

 
 
Extended Hardware Warranty* 
We cover repair or replacement cost of malfunctioning equipment. Unforeseen expenses drop significantly as 
we assume the risk of replacement parts of aging equipment. 
*Owner Furnished Equipment not Included 
 

Enhanced On-site Response 
Optional Next Business Day or four-hour on-site response (each purchased separately) provide the fastest 
response possible to keep mission-critical situations from escalating. 
*Not available in all areas. Subject to AVI-SPL approval 

Preventative Maintenance Check 
Discover a potential issue before a meeting. On-site visits work around scheduled use of space to ensure 
equipment is kept in optimal operating conditions. On-site technicians complete a standard checklist and make 
recommendations to enhance reliability, features, and security. 

• New Offering: Add a sanitizing deep clean to your preventative maintenance visit.  Our 
manufacturer-approved sanitizing methods ensure your surfaces are safe while not damaging your 
technology. 
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Corrective Maintenance Visit 
On-site maintenance visits can be purchased up-front and scheduled after a fault has been found to resolve a 
hardware or software issue and bring the room back to operating specifications. 
 

Consumable Replacement 
Proper maintenance is essential to ensuring equipment reaches it maximum lifespan.  Mitigate unknown 
expenses by including high-volume points of failure (examples include: lamps, bulbs, filters, fuses, batteries). 
*Not available in all areas. Subject to AVI-SPL approval 

 

Managed Services 
AVI-SPL’s Managed Services provides technical know-how and purpose-built management tools that improve the user 
experience, increase reliability, and reduce IT administrative cost for collaboration environments of all sizes and 
complexity. 

Collaboration technologies are rapidly evolving. Demands for easy-to-use and reliable communication tools are increasing 
exponentially. IT teams struggle to support a landscape of platforms, 
cloud services, room technologies, and solution-based management 
tools that continuously change. AVI-SPL’s Managed Services solves 
these IT team challenges, providing the technical specialists and a 
holistic management tool. This streamlines management, improves 
support responsiveness, and aligns the specific technical expertise 
needed to ensure your business communications tools are available 
when you need them. 

AVI-SPL’s Managed Services is a cloud-based solution with Global 
Service Operations Centers (GSOC) distributed across the globe. Our 
team of audio-visual and UCC-certified technicians operate 7x24x365 
and follow ITIL best practices. Powered by AVI-SPL Symphony, this 
team supports the world’s largest and most complex collaboration 
environments. 

Symphony is AVI-SPL’s proprietary user experience management 
application. Architected from its core to be extendable, scalable, 
vendor agnostic, and secure, Symphony is the dynamic management 
application that responds to the collaboration challenges of today 
and tomorrow. Combining our 40+ years of collaboration experience with the power of single-pane insight enables AVI-SPL 
to improve the collaboration experience and deliver the reliable business benefits expected from your investment. 

 

All of this with a year-over-year customer satisfaction rating average of 94%. 

Managed Services Starter Package  
AVI-SPL’s Managed Services solution includes device monitoring and control, reporting, analytics, and technical incident 
management support services. Because it is a cloud-based solution, deployment is both easy and flexible. The Symphony 
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platform allows for configurable parameters to accommodate workflow, environment, interface, and incident management 
processes to meet your desired experiences and environments. 

Inherently scalable, Managed Services is offered as a comprehensive starter package consisting of the core technical 
support services and software-based toolsets necessary for a successful collaboration experience. The starter package, 
available with flexible term options, supports up to 25 rooms inclusive of all audio-visual and video conferencing room 
devices. Our Managed Services can easily scale to support additional rooms, infrastructure devices, third-party integration, 
third-party cloud administration services, and full-featured video conferencing support and conference automation.  

Symphony monitors all IP-enabled room devices, including AV and video conferencing devices, persistently verifying 
equipment is ready for use and operating within desired parameters. 

When a threshold-based condition is detected, Symphony generates an alert and corresponding ticket. The global AVI-SPL 
technical help desk performs its investigation and manages the incident through resolution. 

Symphony provides management reporting and analytics for real-time insights into inventory, users, incidents, and usage. 
Our services managers work directly with customer-service owners and stakeholders to foster continual improvement in 
their management philosophy, and proactively identify experience, environment, and cost optimization opportunities. 

Starter Package Included Services Included Customizations 

• Room monitoring and control – up to 25 rooms • Customized portal and email logos 

• Alerting, ticking and incident management • User registration process 

• Portal reporting and analytics • Monitoring thresholds and restrictions 

• Symphony cloud connector • LDAP integration for single sign on 
• Remote connectivity services  

Service with Insight 
AVI-SPL’s Managed Services Service includes a robust suite of online analytics and reporting available on a 7x24 basis. 
Access to reports is controlled by individual user account, and permissions can be granted by the AVI-SPL help desk or by 
any customer user who is set up as an account administrator. 

• Analytics – display data in a dashboard format, providing a visual representation of the data in chart/graph format. 
Flexible date ranges are supported. Each chart is dynamically customizable, with options to change visualization 
type, filtering, and, where applicable, drill down/drill up features. Full dashboards or individual dashboard charts 
can be copied or printed. 
 

• Reports – display data in a traditional report tabular format. Data can be manipulated within the report to sort, 
filter, and change date range criteria. Data can be copied from the interface or exported into a .xlsx or .csv format.  

Service Management Support 
The AVI-SPL Account team is responsible for assuring customer satisfaction and provides the following account team 
resources: 
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• Account Manager (AM) – responsible for the overall customer relationship, the account manager ensures AVI-SPL 
solutions meet customer business needs. Account managers provide life cycle relationship management, working 
to ensure the solution evolves with changing environments as well as with customer collaboration support 
strategies. 
 

• Service Delivery Manager (SDM) – responsible for ongoing service quality assurance, the SDM provides direct 
customer support for service billing inquiries, subscription monitoring, Symphony release and maintenance 
notifications, service performance monitoring, reporting, and end-user web-based training. 

Symphony - Simple from the Start 
Every Symphony subscription service is assigned an AVI-SPL project manager and service readiness engineer to ensure your 
success during the first 90 days of service transition. 

 

The project manager will provide you with expert guidance. They will assist you with gathering the required service 
information and with configuring 
your Symphony environment so that 
it aligns with your business rules. 

 

Our project management team is 
your single point of contact for data, 
network and security, and 
configuration.  Our complete 
integration management ensures our 
project resources are coordinated 
and aligned with your project 
stakeholders. 

 

Managed Services: Available Options 
Private Cloud 
Managed Services Private Cloud provides an exclusive cloud environment dedicated to the subscribed customer. Hosted in 
AWS, Managed Services Private Cloud offers enhanced security, flexibility, and data control. Based on customer need, 
private cloud instances may be hosted in North America or EMEA. 

Additional Rooms 
Symphony scales to any size environment. Room subscriptions can be added at any time, with package options for an 
additional 25, 100 or 250 rooms. 
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Infrastructure Monitoring and Support 
Add infrastructure devices for monitoring and support and control to the Starter Package subscription. The infrastructure 
license provides monitoring and support services for up to 10 infrastructure devices, including video bridge and call control 
devices. 

Ticket Adapter License 
Integrate your support workflow seamlessly with the Symphony Ticket Adapter License (TAL). TAL provides bi-directional 
synchronization of tickets between Symphony and third-party ticketing systems like ServiceNow and Salesforce.com. 

Scheduling Adapter License 
Simplify room and conferencing scheduling with the Symphony Schedule Adapter License (SAL). SAL provides uni-
directional calendaring integration between Symphony and third-party scheduling systems, including Office 365.   

Automated Conferencing 
Symphony delivers a robust suite of conference automation capabilities, including web-based reservations and automated 
conference launching that includes special handling rules for VIP conferences.  

Producer Attended Conferencing 
For solutions that include video bridging infrastructure, the customer can schedule a live AVI-SPL conference producer for a 
setup meet-and-greet, or to be present throughout your entire conference. 

Conference Recording Services 
Conference recording is available on a conference-by-conference basis for any scheduled producer-attended conferencing. 
Conference recording is enabled from the AVI-SPL cloud with no hardware or software requirements for the customer. 
Recording fees are based on a pay-as-you-go hourly basis. Recordings are hosted for 30 days, during which time they are 
available for streaming and downloading.  

Cloud Video Bridging Services 
Cloud Video Bridging Services is ideal for customers who do not wish to invest in video infrastructure or who are looking 
migrate to Infrastructure as a Service (IaaS) solutions. Managed Services customers who subscribe to Cloud Video Bridging 
Services can elect from a usage or flat rate billing program. Conference support options include fully automated or high-
touch attended conference on a conference-by-conference basis. Either conference experience is supported on a 7x24 
basis by a live technical help desk for in-conference assistance. 

Connectivity and Security Options 
While going to the cloud is a significant business trend, not all organizations allow connectivity over the public internet. 
AVI-SPL offers a variety of secure connectivity options, including IPSec VPN connections or network termination services for 
customer-supplied dedicated circuits. 

End-User Training 
Remote end user training is an available option for purchase by SYaaS customers.  End-user training is delivered via webinar 
for up to 25 participants. 
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Leasing Through AVI-SPL 
With the power of AVI-SPL’s Global Financial Services on your side, you’ll reduce the total cost of ownership of the 
technology solutions you rely on for business success. By financing your technology through our leasing program, you 
minimize costs while conserving capital for daily business needs and other strategic investments.  

Your hardware, software, support, and services can be combined into one convenient, predictable monthly payment. And 
you can refresh to new technology that matches your future business needs while avoiding expensive support renewals.   

https://avispl.com/services/audio-visual-equipment-financing/
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AVI-SPL Symphony: User Experience Management Application 
AVI-SPL Symphony is a User Experience Management Application for collaboration technologies that simplifies user 
engagement, improves meeting success, and enables business outcomes. It is a multi-tenant cloud-based application, 
focused on monitoring, controlling, scheduling, ticketing, and analyzing of the supporting meeting technology estate within 
your organization. Deploying Symphony provides an integrated end-to-end collaboration workflow, a single-pane view into 
the supporting technology estate, and actionable business intelligence. This drives the desired user experience and 
adoption. 
 
Symphony’s simple, clean interfaces provide in-depth looks into the system to easily identify problems and troubleshoot 
and resolve system issues. Proactive management enables you to save the meeting before end users are impacted. 
Analytics enable problem management, root cause analysis, and other actionable business intelligence to enable your 
organization to make improvements with confidence. 
 
Providing the deepest look into complete environments, Symphony natively integrates with a variety of devices to provide 
rich monitoring, ticketing applications, and scheduling applications. 
 
Highlights of the Symphony application include: 
 

Integrated Workflow 
Activate services from your native workflow. Symphony combines trouble tickets, scheduling, and cloud video 
service launching into a centralized operation.  Integrating with third-party applications and platforms delivers a 
global lens into your investments and provides a seamless meeting experience.  
 

Single-Pane View 

View your entire environment – not just a piece of it – from one portal.  With the vast number of 
manufacturers being deployed in a collaboration environment, management of technologies is resulting 
in technical resources and administrators operating different tools depending on the technologies in 
place. With a single portal to see the health, scheduling, and ticketing of rooms, you can proactively 
monitor and resolve before meetings and users are impacted. 
 
Actionable Business Intelligence 
Technology investments are targeted to enable business success.  It’s important that you know where your teams 
are engaging with technology, how your technology is fairing, and that you’re maximizing technology and real 
estate investment.  Symphony provides the data behind your environments – you’ll be able to see if your teams 
prefer huddle spaces in San Diego or conference rooms in Boston.  
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Technology Training 
When investing in technology, you need to ensure adoption and utilization by your workforce to maximize ROI.  We want 
your deployment to be a success and engagement an enjoyable experience for your end user.  Each company has unique 
needs and workforce composition, so each training approach will be custom designed to your company. 
 
Trainings utilize a variety of methods, including: 

• In-Person Trainings 
• Video Trainings 
• Post-Training Video Refreshers 
• Assessment and Feedback Surveys 
• Quick Reference Guides 

 

Collaboration Services 

AVI-SPL’s Cloud Collaboration Services empower the people in your organization to work effectively together by providing 
useful, reliable, and intuitive communication tools. This goal is made even easier through collaboration services that do 
away with the need to purchase infrastructure and that put the power of collaboration in the hands of your team members. 
These services include: 

• Hosted Infrastructure Services (registration and call control) 
• Concierge scheduling and production of your video conferencing calls through our Symphony® user experience 

management application 
• Virtual Meeting Room, a self-service video collaboration solution 

 


