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SECTION 01 — THE PREMISE

Security is not a purchase. It is a posture.
Every access control head-end, camera, network edge device, and low-voltage endpoint on
your property is doing one of two things right now: quietly holding the line, or quietly drifting
out of it. The drift is the part almost nobody sees.

Firmware ages. Certificates expire. Batteries weaken. A camera goes soft-focus after a summer of heat. A
reader stops writing to its audit log. A firewall rule set from eighteen months ago no longer reflects the
tenants on the floor. Nothing is obviously broken — until the moment something matters, and then
everything is.

The reactive model — call a technician when a device fails — is not really a maintenance strategy. It is the
absence of one. It treats the most consequential systems on the property the same way it treats a leaking
faucet: address it after the water is already on the floor.

The role of a Service & Maintenance Agreement is not to fix
things faster. It is to make sure the moment of failure never
arrives in the first place.

This paper is a short case for that discipline — the quiet, ongoing, consultative work that separates
infrastructure that runs from infrastructure that merely exists.
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SECTION 02 — THE COST OF DOING NOTHING

What you don't see is what you pay for.
The invoice from a break/fix call is the visible cost. It is also the smallest cost. The real expense sits
underneath — in the compounding, unbilled friction that a reactive posture creates every quarter it runs.

3–5×
REACTIVE VS. PREVENTIVE
Cost multiplier on emergency work

40%
UNPLANNED DOWNTIME
Typical reduction under a managed model

28%
TOTAL COST OF OWNERSHIP
Average multi-year reduction

Figures reflect aggregated findings across facility-management, IT service, and critical-infrastructure literature. The same signal appears
in every industry: the invoice is the tip; the iceberg is the operations tax underneath.

Where the money actually goes.
Downtime and emergency premiums are only the beginning. The larger drag is coordination overhead — the
hours a general manager spends stitching together access control, video, network, and endpoint vendors who
each know their own piece and none of the boundary between them. Property-operations benchmarks put
that vendor-management burden at hours per day for a mid-sized portfolio. It never shows up on a work
order. It always shows up in the calendar.

Then comes the exposure that does not have a line item at all — insurance leverage, documentation gaps,
litigation posture — until, one afternoon, it does.
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SECTION 03 — WHAT AN SMA ACTUALLY DOES

Compliant is the floor. Robust is the goal.
A Service & Maintenance Agreement, done well, is not a service plan. It is an operating
discipline applied continuously to the systems your business depends on. It has four
functions, and each of them earns its keep on a different timeline.

01 Preventive maintenance, executed on a cadence.
Quarterly on-site work across access, video, network, and endpoint layers. Cleaned optics, verified locks,
refreshed firmware, tightened terminations, documented battery health. The unglamorous work that
keeps devices in their specification band instead of drifting out of it.

02 Continuous remote monitoring & patching.
Head-ends, controllers, cameras, and network edge equipment watched around the clock. Firmware and
security patches vetted, staged, and applied on a controlled schedule — never in a panic, never after an
exploit is already in the wild.

03 Contractual response, not best-effort.
Defined response windows for critical, standard, and scheduled work. Parts, history, and site
documentation pre-staged so the technician arriving on site is not learning your building for the first time.

04 Consultative posture, not ticket-taking.
Quarterly reviews that translate device data into operational language: what aged, what is approaching
end-of-life, what changed in the threat landscape, what to plan for in the next capital cycle. The role of an
advisor, not a vendor.

Any competent provider can check boxes. The value of a real partner is in the boxes they know to
add — and the exposures they close before you knew they were open.
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SECTION 04 — ONE PARTNER, ONE STANDARD

The single throat, and what it's actually worth.
Every property has learned the shape of the alternative: the camera vendor blames the network, the network
vendor blames the access system, the access vendor blames firmware nobody agreed to update, and the
general manager becomes an unpaid systems integrator for the afternoon.

The consolidated model exists to end that meeting before it starts. One provider owns the entire stack —
access control, video surveillance, network, endpoint, cabling — with a single ticketing system, a single
documentation trail, and a single accountable point of contact. When something fails, no one is looking for
someone else to blame. Someone is already fixing it.

The most expensive words in commercial property operations are
“that's not our system.” An SMA is the sentence that replaces
them.

What that concentration actually buys.
Beyond the obvious hours saved, single-provider consolidation produces two compounding advantages that
are hard to see on any single invoice but decisive over a three-to-five-year horizon:

Institutional memory.
A partner who has been on your property for three
consecutive quarters knows the wiring path behind
the drywall, the tenant on the fourth floor who
requires an escort, and the reader that misbehaves
after monsoon season. That memory cannot be
scaled by hiring a stranger in an emergency.

A single audit trail.
One documentation system for every service event
on every device on the property. Insurance
underwriters, auditors, and, if it ever comes to it,
litigators do not want six spreadsheets and four
dashboards. They want one record, and they want
it to be defensible.
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SECTION 05 — ROBUST, NOT MERELY COMPLIANT

The threats don't wait for your budget cycle.
Physical security systems are network systems now. Cameras have IP addresses. Access controllers run web
servers. Every device on the low-voltage side is a potential foothold for someone who understands them
better than your building does. The last two years alone have produced multiple large-scale botnets recruited
from unpatched surveillance hardware — devices that were, by every vendor spec sheet, “working correctly.”

Compliance frameworks are useful. They are also, by design, always a step behind the threat. A checkbox
regime tells you what was true last quarter. A knowledgeable partner tells you what changed last week —
which vendor issued a silent advisory, which firmware line has an active exploit, which endpoint class needs to
be off the guest VLAN by Friday.

There is a category difference between a system that passes an audit and a system that would
survive an incident. The first is a snapshot. The second is a discipline. Only one of them protects a
brand.

What the discipline looks like in practice.
VULNERABILITY WATCH

Continuous monitoring of the specific
vendor advisories, CVEs, and
firmware release notes that touch
your fleet — not a generic feed, but a
shortlist tied to your bill of materials.

CONFIGURATION DRIFT

Baseline configurations captured,
versioned, and audited quarterly.
Every deviation is either
intentional and documented, or
corrected before it becomes a
footnote in an incident report.

SEGMENTATION & HYGIENE

Physical-security devices held on
dedicated network segments with
least-privilege routing. Default
credentials retired. Management
planes reachable only from where
they need to be.
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SECTION 06 — THE SILVER STRIKE APPROACH

A partner, not a provider.
Silver Strike was built on a specific premise: that critical environments deserve the same quality of ongoing
attention that critical infrastructure receives. Our background is in the environments where the cost of a
security failure is not measured in inconvenience — military, government, oil & gas, high-value commercial
and hospitality. The habits we bring to commercial property come from settings where those habits were the
only thing standing between a system and a very bad afternoon.

That is the posture we bring to every SMA engagement. Not a service contract with quarterly visits attached.
A working relationship — one where your systems are understood the way we would want our own to be
understood, and where the questions you have not yet thought to ask are already being answered on your
behalf.

What the engagement produces.
The tangible deliverables of a Silver Strike SMA are straightforward:

▪   A single, accountable point of contact across your entire security & low-voltage stack.

▪   Scheduled preventive maintenance across access control, video, network, and endpoint layers.

▪   Continuous remote monitoring, patch management, and vulnerability response.

▪   Contractual response windows for critical, standard, and scheduled events.

▪   A living documentation package — insurance-grade, audit-defensible, always current.

▪   Quarterly business reviews translating device-level activity into operational insight.

▪   Roadmap planning: end-of-life visibility, capital-cycle guidance, threat-landscape briefings.
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The best outcome of a Silver Strike SMA is the one you'll never notice — a year in which
nothing critical failed, nothing important was missed, and every system on your property
was quietly, continuously in the condition it was designed to be in. That is the entire
product.

Begin the conversation.
A brief walk-through of your existing environment is enough to scope a meaningful engagement. There is no
obligation attached to the first visit — only the quiet advantage of knowing where your systems actually
stand.
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