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Introduction

Technology support is not a commodity. The cost of an IT problem that goes unnoticed, an outage that
runs through a weekend, or a migration that was scoped too tightly can dwarf the monthly cost of profes-
sional support many times over. At eSolia, we have structured our engagements to reflect that reality —
pricing that is transparent, predictable where it can be, and honest about the cost of professional work
where it cannot.

This document explains how eSolia engagements are structured, what you are investing in, and how the
different components fit together. It is intended to give you enough context to make an informed decision
about what kind of engagement fits your organization before we discuss specific figures.
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At a Glance

eSolia offers two primary ongoing support contracts — CoSupport for smaller organizations that need
reliable professional IT support on a reactive basis, and TotalSupport for established clients that need
eSolia to take proactive ownership of defined areas of their IT environment. A third model, Fixed Scope,
is available for specific, well-bounded deliverables. The table below summarizes how each compares at

a glance.

Best for

How it works

Pricing

Response guideline

Monthly Work Report

Prepaid pools

Typical annual
investment

CoSupport
Smaller organizations,
reactive needs
You ask, we act

Fixed annual fee, all-in

Best effort; response
always prompt

When work occurs
Available for project

work

~¥675K-¥1M

Units: K = thousand yen, M = million yen.
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TotalSupport

Established clients,

ongoing IT responsibility

We watch, we act, we
report

Monthly package, sized
to your workload

Published SLG;
resolution speed scales
with contract level

Yes

Available for project
work

¥6M+

Fixed Scope

Routine maintenance,
defined coordination
roles

Defined deliverable,
fixed term

Fixed annual or per-
period fee

As defined in scope

No — deliverable-based
output provided instead

N/A

Depends on scope
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Response and Resolution: What Your Commitment Buys

eSolia publishes Service Level Guidelines (SLGs) defining how quickly we begin working on a problem.
These guidelines mean something specific —and before choosing a contract level, you should know what
they cover and what they do not.

Our core principle is straightforward:

Response is unconditional. Resolution is scheduled.

We will always acknowledge and begin triaging any support request promptly, regardless of your contract
level. What scales with your commitment is how quickly we can resolve the issue — because resolution
requires a person to be available, and availability is what you are reserving when you sign a support
contract.

A retained tax accountant works the same way. Call with a question and they pick up and advise immedi-
ately. But if your scheduled filing review is once a quarter, a complex amendment is not turned around
that same afternoon — it is planned around when both parties are available and the work is scoped. The
accountant’s quality has not changed. The speed of resolution reflects the time you have reserved.

This means that a client who has reserved half a day per week of eSolia’s time has not paid for someone
on standby. Expecting next-day on-site resolution for that contract level would require either that eSolia
absorbs uncompensated standby time, or that the response guideline becomes a fiction. We prefer
honesty: response is always prompt, and resolution happens within the capacity the client has reserved,
or by mutual agreement to extend that capacity.

How SLG Priorities Apply by Contract Level

Priority Situation Published Re- High-Frequency or Package-based
sponse Dedicated (reserved capac-
ity)
Urgent Outage, multiple Within 4 hours Remote or on-site Remote triage
users, no handling begins same day; on-site
workaround same day at next visit, or by

T&M authorization

High Outage, single Within 8 hours Remote or on-site Remote triage
user, no handling begins within SLG; on-site
workaround same day at next visit, or by

T&M authorization

Normal Degraded Within 2 business Handled within Handled within
performance, days contracted hours contracted visit

workaround exists window
Low Marginal impact Best effort Queued within Queued for next
contracted hours scheduled visit

Response times apply during business hours (09:00-18:00 JST, Monday—Friday, excluding Japanese
public holidays).
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When You Need More Than Your Schedule Allows
Package-based contract clients (reserved capacity) are not locked out when something urgent arises.
Two options are always available:

T&M authorization — for urgent items that cannot wait for the next scheduled visit, additional support
time can be authorized at base rates, or at discounted rates if you have a prepaid hour pool in place.
Authorization by the client’s designated contact via email is sufficient for eSolia to proceed immediately.

Contract level review — if unscheduled escalations become a pattern, it is usually a sign that the
contracted level no longer reflects actual needs. eSolia will proactively raise this conversation rather
than allowing a mismatch to create friction.

If a priority issue cannot be resolved within your contracted schedule, eSolia will always communicate
this promptly so that next steps can be agreed quickly.

Choosing the Right Contract Level

Your profile Appropriate level Realistic resolution speed
Low IT dependency, few users, CoSupport or package-based Remote: within days; on-site: next
routine requests TotalSupport (reserved capacity) scheduled visit
Moderate IT dependency, mixed Weekly or bi-weekly TotalSupport Most items within the current
on-site and remote needs week
Business-critical systems, user- High-frequency or dedicated Same day or next business day
facing outage risk TotalSupport

The more capacity you reserve with eSolia, the faster we can act. The SLG is our commitment to respond;
your contract level determines how quickly we can resolve.
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How We Price Work

eSolia prices professional services on a time and materials (T&M) basis. This means you pay for
the actual work performed by the actual people performing it, at rates that reflect their seniority and
expertise.

For a defined category of well-scoped, bounded work, eSolia also offers fixed-fee arrangements —
described in the Fixed Scope section above. But for ongoing support and complex project work, T&M is
the right model, and the reason is simple.

We do not offer fixed-price engagements for ongoing support or complex project work. We choose not
to, for a specific reason. Fixed pricing in professional services requires one of two things: either the
scope is defined so precisely that nothing can surprise it, or the provider has padded the price to absorb
surprises. In IT services —where a straightforward server migration can uncover years of undocumented
dependencies, and a “quick” security review can reveal systemic gaps — neither condition holds reliably.
T&M pricing means you pay for what the work actually costs, and we are accountable for every hour.

All work is billed in 15-minute increments after an applicable minimum, which is defined by the type of
engagement (see the section on billing minimums below). There are no hidden retainers, no rounding to
the nearest half-day, and no charges for work we did not do.

Service Models

Before sizing an engagement, the right service model must be established. eSolia offers two fundamen-
tally different operating models, each designed for a different client profile.

CoSupport
CoSupport is a reactive, best-effort service designed for smaller organizations that need reliable
professional IT support without the overhead of a proactive managed engagement.

Under CoSupport, eSolia works when you ask. There is no obligation for us to monitor, identify, or act
on issues unprompted. You control the gate — every piece of work is initiated by you. This matters
because proactive IT management, while valuable, generates work. An engaged IT partner who notices
something will act on it, and that action costs money. For smaller organizations with tighter budgets and
simpler environments, a reactive model with a predictable annual fee is often the right fit.

CoSupport is priced as a single all-in annual fee that includes a defined block of hours and on-site visits
for the year, with no separate administration charge. Most CoSupport clients supplement this with a
prepaid hour pool for project or overflow work. The total annual investment is straightforward to plan for
and straightforward to explain internally.

TotalSupport
TotalSupport is a proactive, defined-responsibility service designed for organizations that need eSolia
to take ownership of specific areas of their IT environment.

Under TotalSupport, eSoliais consigned to manage defined aspects of your infrastructure and operations
— typically working alongside or in coordination with an overseas IT department. We are expected
to notice things, act on them, and report on them. Engagements include a service level guideline for
response times and a monthly reporting deliverable.

The proactive mandate means that when something needs attention, eSolia will address it and bill
accordingly. This is the appropriate model for organizations where IT continuity is operationally critical
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and where the cost of inaction is higher than the cost of professional oversight. TotalSupport engage-
ments are sized by monthly hours and structured around defined scopes of work.

Fixed Scope Engagements

For specific, well-defined work where the scope, duration, and deliverable can be stated precisely in
advance, eSolia offers fixed-fee engagements. This is the exception to our standard T&M model —
available only where the scope is genuinely stable and bounded.

In practice, fixed scope engagements take two forms. The first is a routine maintenance retainer —
an annual fixed fee covering defined ongoing work such as website upkeep, minor content updates,
and technical maintenance for a defined system. Work outside the defined scope is quoted and billed
separately. The second is a project coordination role — a fixed fee for a defined participation and
coordination function over a fixed period, such as attendance at weekly meetings and action follow-up
during an office relocation or infrastructure migration project.

Fixed scope does not mean fixed outcomes. eSolia’s fee covers the defined work performed. Responsi-
bility for project decisions and results remains with the client. Where scope changes are requested, they
are acknowledged and quoted before work begins.

Fixed scope engagements can sit alongside a CoSupport or TotalSupport arrangement — a client on
TotalSupport might add a fixed-fee coordination block for a specific initiative, for example. Rather than a
detailed Monthly Work Report, fixed scope engagements are accompanied by a deliverable-based output
suited to the scope — a project summary, meeting notes, or status document. The focus is on what was
produced and what was decided.

Monthly Packages

Both CoSupport and TotalSupport engagements are built around a monthly package — a committed
block of professional hours that forms the base of the relationship.

For TotalSupport clients, packages are sized to reflect the expected visit and remote work pattern. eSolia
uses a straightforward notation to make this visible: a package described as 4V16, for example, includes
4 on-site visits and 16 additional hours of remote work per month — 20 hours total. This makes the
composition of the package clear at a glance and provides a basis for honest scope conversations as the
engagement evolves.

The package is not a cap. It is a commitment — the minimum level of investment that makes a managed
engagement viable for both parties. Work above the package level is billed at the applicable base rates,
or drawn from a prepaid pool if one is in place.

Prepaid Hour Pools

For project work, planned initiatives, or periods of higher-than-usual activity, eSolia offers prepaid hour
pools — blocks of professional time purchased in advance at a preferential rate.

Pools are available in blocks from 25 to 400 hours. The larger the pool, the more favorable the rate,
reflecting the value of the commitment. Pools are valid for 12 months from the date of purchase, giving
you a full year to deploy the time against whatever work arises.

A pool requires an active package. It is an extension of the engagement, not a standalone product, and
cannot be used to substitute for the monthly commitment that underpins the relationship.
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When hours are drawn from a pool, they are debited against the pool first, ensuring you always benefit
from the preferential pool rate before base rates apply. For TotalSupport engagements with multiple
role types, pool hours are allocated using a units-based system that ensures fair consumption across
different seniority levels — a senior consultant hour draws more from the pool than an engineer hour,
reflecting the actual cost difference.

Monthly Work Report

Every T&M-based eSolia engagement — CoSupport and TotalSupport —includes a Monthly Work Report:
a structured PDF document delivered after the close of each calendar month.

The report groups all work performed during the month by scope of work, with individual entries showing
the date, the work performed, and the time taken. It is the complete, auditable record of what eSolia did
for your organization that month.

This is not a standard practice in the IT services industry. Many providers issue an invoice and expect
trust. We issue an invoice and show the work behind it. For clients who need to report IT expenditure
internally, justify costs to a parent company, or simply maintain clear records of what their IT environ-
ment has consumed, the Monthly Work Report is a practical asset every month, not just when something
goes wrong.

The report is also the institutional memory of the engagement. When contacts change, when audits
happen, or when questions arise about past decisions, the archive of Monthly Work Reports is the
authoritative record.

For Fixed Scope engagements, the reporting approach is different. Because the fee is fixed and the
deliverable is defined, detailed time reporting is replaced by a deliverable-based output appropriate to
the scope — a project summary, a status document, meeting notes, or similar. The focus is on what was
produced and what was decided, not on hours consumed. This keeps the conversation where it belongs:
on outcomes.

Administration Fee

Every eSolia engagement includes an administration fee that covers the infrastructure of the engage-
ment itself — independent of the professional hours consumed.

This covers SOW administration, Monthly Work Report generation, compliance documentation, tooling,
internal coordination, and account oversight. eSolia operates in accordance with ISO 27001 principles
and is working toward formal certification. The discipline behind that standard is present in every
engagement: work is tracked, documented, and managed to a defined standard. The administration fee
is the cost of that standard.

For CoSupport clients, the administration fee is included in the annual fee — there is no separate charge.
For TotalSupport clients, it is a defined monthly fee that reflects the complexity of the engagement. An
engagement with a single scope of work and a predictable cadence has a lower administration cost than
one with multiple concurrent scopes, frequent reporting requirements, and complex coordination needs.

On-site Visits and Callout Fee

When eSolia staff visit your premises, a callout fee applies per person, per visit, in addition to the
professional hours billed.
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The callout fee covers the real cost of physical presence — travel time, transit, and the coordination
required to deploy staff to a client location. It has been a transparent, fixed component of eSolia engage-
ments since the company was founded, and it applies regardless of how long the visit runs.

For CoSupport clients, a defined number of callouts are included in the annual fee. For TotalSupport
clients, callouts are estimated as part of the package and reconciled against actuals at the end of each
service month.

The callout fee varies by location. Standard rates apply for typical locations within the 23 wards of Tokyo.
Extended rates apply for fringe locations, or for sites in adjacent cities such as Kawasaki or Yokohama.
For locations requiring significant travel, a quoted rate applies.

Billing Minimums

Professional service billing minimums exist to reflect the true cost of deploying skilled people. eSolia
applies the following minimums:

For on-site visits on weekday business hours, the minimum is 1 hour. For remote work on weekday
business hours, the minimum is 15 minutes. All work beyond the applicable minimum is billed in 15-
minute increments.

For work outside standard weekday business hours, a 2-hour minimum applies. For weekend or public
holiday work, a 4-hour minimum applies for the day. Where eSolia staff are asked to remain on remote
standby to cover for a client’s own staff during a holiday or illness, a flat daily standby fee applies in
addition to any hours actually worked.

These minimums reflect the actual cost of mobilizing professional staff, particularly outside normal
working hours. They are defined in the Master Service Agreement and apply consistently across all
engagements.

What an Engagement Looks Like

A typical small-company CoSupport engagement involves an annual base fee, a prepaid hour pool for ad
hoc and project work, and callout fees as visits occur. The total annual investment is predictable, easy to
budget for, and simple to explain internally. Most CoSupport clients consume their included hours within
the year and purchase a pool to cover the remainder — the realistic all-in annual investment for a small
organization is typically in the range of one million yen.

A typical established TotalSupport engagement involves a monthly package sized to the expected work-
load, a monthly administration fee, callout fees reconciled monthly, and one or more pools purchased
when project work arises. The monthly investment reflects the actual resources deployed — it scales
naturally as the engagement becomes more or less active, and the Monthly Work Report makes every
yen of that investment visible and accountable.

Both models are designed so that the client understands what they are getting, what it costs, and why.
There are no hidden charges, no automatic renewals of unused commitments, and no incentive on
eSolia’s part to generate unnecessary work. Our interest is in long-term relationships built on results that
are documented, verifiable, and clearly worth the investment.
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Billing Cycle

Invoices follow a simple logic across all engagement types: pay before the month for ongoing commit-
ments, pay at purchase for pools, and any variation at month-end is either debited from your pool or
invoiced separately if no pool is in place.

Fixed Fixed fee
\ ﬁ NO\

Start }|—> Model? > »
" CoSupport Annual fee T~ Yes—»  Pool | —»  Work (—»{ Overage? >—Pool—>  Debit ——»{ Next

Pool?
/ No Invoice adj.

TotalSupport | Monthly pkg No pool -

eSolia Invoicing Cycle

For CoSupport, the annual fee covers the base engagement. Pools are invoiced when purchased. Callout
or hour overages are debited from your pool if one is active, or invoiced separately if not.

For TotalSupport, the package is invoiced in advance each month. After the month closes, any overage
is debited from an active pool or invoiced as an adjustment. Clients with a pool in place typically receive
just one invoice per month.

For Fixed Scope, the fee is invoiced at the start. Out-of-scope work is quoted and invoiced separately
before it begins.

The Cost of Professional IT Support in Context

For organizations weighing the cost of external IT support against an in-house hire, the comparison
is worth making explicitly. A junior IT staff member in Japan typically costs ¥4,000,000 or more per
year in salary alone, before social insurance, equipment, training, and the management overhead of an
additional headcount. And a junior hire, however capable they may become, is unlikely to have seen the
range of environments, incidents, and edge cases that a professional services team encounters routinely.

A CoSupport engagement starts at ¥375,000 per year — less than a tenth of that cost — and realistically
¥675,000 once a small 10-hour pool is added. That covers 20 hours of professional IT support for the
year, which is a modest amount of time but handled by people who know what they are doing. There is no
employment overhead, no onboarding curve, and no ceiling on the expertise available when something
difficult comes up.

TotalSupport engagements represent a larger investment and are designed for organizations with more
substantial IT dependencies. But even at that level, the cost of a managed engagement with documented
accountability typically compares favorably to the fully-loaded cost of equivalent in-house capability —
particularly for foreign-affiliated companies where the alternative is relying on an overseas IT depart-
ment operating across time zones.

Next Steps

If this overview resonates with what you are looking for, we are ready to move to a specific proposal.
Based on what we have discussed, eSolia will prepare a recommendation covering applicable rates,
package sizing, and an indicative total investment — so you have a concrete basis for your decision.

We look forward to the next step.
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Contact Us

eSolia Inc. Shiodome City Center 5F (Workstyling) 1-5-2 Higashi-Shimbashi, Minato-ku Tokyo
105-7105, Japan

Phone 03-4577-3380
Email hello@esolia.co.jp
Web https://esolia.co.jp/en

Hours Monday-Friday, 9:00-18:00 JST
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