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1. SOFTWARE LICENSE: 
 The application software license is a one-time fee, which provides for the perpetual use of the software.  While a deposit may not be 

required, the full software license fee is due for all accounts within 60 days of completion of the first training session.  The Progress 
OpenEdge V11 Application Server software and Personal, Workgroup, or Enterprise Relational Database Management System (RDBMS 
imbedded database) software licenses are also required to operate the VSI application software using a browser.    

 
2. ANNUAL SOFTWARE MAINTENANCE AND SUPPORT: 

The required annual maintenance support fee is prorated from the first day of the installation month to the end of the first fiscal year, and 
thereafter, it is invoiced annually on the first day of each new fiscal year of the Term.  Such invoice will be due sixty (60) days after 
Customer’s receipt of invoice.  This fee includes the following:  
- Worldwide telephone (800 US & Canada) and web support for VSI and Progress software five (5) days/week, Monday-Friday, 8am-

8pm ET, and availability of chargeable Extended Hours Pager Support Monday – Friday, 8pm–10pm ET, and Saturday, Sunday, & 
Holidays 8am-5pm ET.  Further, Pre-Arranged Standard & Non-Standard Hours Standby Telephone Support is available, as described 
in Section 4 below.  The following are included as part of the annual maintenance fee: 

 - Maintenance and repair of application software malfunctions with an acknowledgement response, as described in the Call Process, 
Section 5 below. 

 - One major application software upgrade every two years, along with multiple periodic updates.  Major upgrades usually require a 
database conversion, while other periodic updates are program only. Enhancements are based primarily on user requests, but they also 
include an extensive number of VSI initiated improvements, all of which are added at the discretion of VSI.  The status of all VSI 
software releases is available on VSI’s web site at www.vermontsystems.com.  Further, VSI notifies all Customers regarding the status 
and availability of all software releases in its’ quarterly newsletter.  Customers must contact VSI to schedule major software upgrades, 
which are downloaded from VSI’s FTP site by Customers that host on premise.  VSI upgrades software for all VSI hosted Customers.     

 - One biennial database conversion by VSI via FTP or WebEx during standard VSI business hours.  VSI FTP/WebEx database 
conversion services are only chargeable, if started and/or completed during non-standard VSI business hours (before 8am and after 5pm 
ET, Monday through Friday and on weekends and holidays).  Please note that all non-production database conversions are billable at 
standard VSI support rates.  VSI provides coordinated software upgrade and database conversion services for VSI hosted Customers. 

 - Federal and State regulatory requirement changes. 
 - User ID and Password login access to Customer Support and Downloads sections on VSI web site. 
 - Phone support to explain how to configure database, how system works, and how to prepare for implementation of certain functions, 

such as those listed below under Extended Dedicated Support.  
 - Updates to financial and other interfaces due to VSI application software modifications and not due to application software 

modifications by other vendors. 
 
 Any of the following costs associated with customer support are not included: 
 - Actual usage of Standard Hours Pager Support, 8pm-10pm ET, Mon-Fri and Sat, Sun, & Holiday 8am-5pm ET.   
 - Pre-Arranged Standard Standby Telephone Support, Monday-Friday, 8am-5pm ET, and Non-Standard Standby Telephone Support are 

chargeable at different rates per hour. 
 - Any associated travel and out-of-pocket expenses for installation and training services. 
 - Installation and configuration of product enhancements or releases, database repairs, and more than one biennial database conversion 

are chargeable, unless VSI is providing hosted services. 
 - Telephone support related to computer hardware, operating systems, networking, and reinstallation and configuration of application 

software is chargeable.  If the hardware and software configurations are modified after VSI has completed on-site or telephone 
installation services, additional requested support services are chargeable. 

 - Telephone training, as a substitute for on-site training or classroom training at VSI, as well as for untrained operators, is chargeable.  
Refer to Sections 6 and 7 below and to standard VSI hourly services pricing. 

 - VSI application software WAN access configuration. 
 - Customized print programs and updates are chargeable. 
 - Interfaces to export or import data from or to other application software databases are chargeable.  
 - Extended Dedicated Support to implement or change certain functions, such as 1) Switching from Cash to Accrual Accounting; 2) 

Reinstall WebTrac software on server; 3) Customize Splash Page; 4) Create Web Bypass Links; 5) WebTrac Style Sheets changes; and, 
6) Database Support to analyze and correct extensive out-of-balance condition.    

 - Hosting services are not included in the VSI application software maintenance fees. 
 
3. PROGRAMMING ENHANCEMENTS: 

Although VSI policies provide for charging for special programming, we generally do not charge for individual enhancement requests.  All 
approved enhancements and repairs are automatically included in all updates as part of the annual maintenance fee. 
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4. VSI EXTENDED HOURS PAGER & STANDBY TELEPHONE SUPPORT SERVICES: 
 Standard Extended Hours Pager Telephone Support  
 Monday - Friday 8pm – 10pm ET, and Saturday, Sunday, & Holidays 8am-5pm ET.  If extended hours support is actually provided, it is 

chargeable with a minimum per call or multi-call issue.    
 Pre-Arranged Standard and Non-Standard Hours Standby Telephone Support  

Standard Standby Telephone Support, Mon-Fri, 8am-5pm ET and Non-Standard Standby Telephone Support can be pre-arranged by calling 
VSI at least one full business day in advance.  Standard & Non-Standard Standby Support is provided at different rates per hour. 

 
5. SUPPORT CALL PROCESS: 

To provide high quality support and to effectively assign resources to incoming calls, three types of call priorities are identified as follows:  
Priority 1 is considered Urgent or High Priority, Priority 2 is classified as Medium Priority, and Priority 3 is deemed to be Low Priority.  
The criteria used to establish guidelines for these priorities are as follows: 

Priority 1 – High 
Consists of errors that cause unrecoverable loss or corruption of data or loss of essential software functionality that prevents Customer 
processing, and there is no workaround.  Generally, the system would be down. 
 
Priority 2 – Medium 
Consists of errors that cause loss of essential software functionality that prevents Customer processing, but has a workaround, or loss of 
non-essential software functionality that does not have a workaround.  Generally, the system is not down, but the problem is causing 
staff inconvenience. 
 
Priority 3 – Low 
Consists of errors that may be causing loss of non-essential software functionality, but have a workaround.  While the system is not 
down generally, the Customer’s operational questions need to be resolved. 
 
Response Times 
VSI will respond to Priority 1-3 support calls in accordance with The Table of Service below, and all time references are clock hours or 
calendar days, unless otherwise specified.  The Customer will use the VSI telephone number or support email address during standard 
VSI business hours, as described in Section 2, or the VSI pager number during standard pager support hours, as described in Section 4.  
The Customer can also call the pager number to request support during pre-arranged non-standard pager support hours, as described in 
Section 4.  The Customer and VSI support person may also use cell phones for more efficient responses.  
  
All issues or questions reported to support are tracked via a logged support call that contains at a minimum the Customer name, contact 
person, software product and version, module and/or menu selection, nature of issue, detailed description of the question or issue, and 
any other pertinent information.  The support person will provide the Customer with a call number to track each call issue.  Each call 
will be stored in a queue and the first available support representative will be assigned to the next call issue. 
 
While reviewing the call issue, the assigned support person will contact the Customer, if additional information is needed.  The VSI 
support person will either resolve the issue with the Customer or advise the Customer regarding the status and the course of action 
being taken to resolve it.  All correspondence and actions associated with a call are tracked in the support database.  If the issue needs 
to be escalated to a development resource, the Customer will be informed.  While issues escalated to development will be scheduled for 
resolution, they may not be resolved immediately depending on the nature and complexity of the issue.  The Customer may contact the 
support department at its convenience for a status update on development issues. 
 
Escalation Process 
In the event that VSI is unable to provide either a permanent or a mutually acceptable temporary resolution within the applicable 
timeframes set forth in the Table of Service below, VSI will initiate escalation procedures at VSI’s sole expense, except if due to 
hardware malfunctions, utility failures, air conditioning malfunctions, non VSI software problems, communications malfunctions, 
environmental problems, user errors or any other cause outside VSI’s reasonable control, in which case VSI may charge the Customer 
at the hourly rates listed in VSI services pricing.  However, VSI will continue to assist the Customer to resolve the problem, even when 
VSI and Customer may not agree on the cause of the problem.   
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Table of Service Requirements.   
The table below lists the service level required by the three Priority levels described above: 
 

Service Level Required Priority 1 Priority 2 Priority 3 
(time measured from initial call to VSI) 

Initial Response Due 1 hour 4 hours 5 days 
Correction identified and a mutually agreeable 
correction plan will be developed within 

24 hours 7 days As mutually agreed 

Escalation Stage 1 (Support Managers) 12 hours 7 days N/A 
Stage 1 Status Report Intervals Every 4 hours during 

standard business 
hours 

 daily N/A 

Escalation Stage 2 (Vice President of Support) 24 hours 7 days N/A 
Stage 2 Status Report Intervals Every 4 hours during 

standard business 
hours 

  daily N/A 

Escalation Stage 3 (President) 72 hours 10 days N/A 
    
   

6. VSI SUPPORT SERVICES PRICING 
VSI charges a daily fee for on-site training based on an 8-hour day, plus out-of-pocket travel expenses. VSI charges the same daily fee for 
classroom-training at VSI for the first two Customer trainees, along with a reduced rate for each additional trainee.  Other services include 
800 telephone training, programming, hardware, and network configuration support services.  Travel time, which includes two-way travel 
for trips lasting less than 4 hours, is also chargeable.  VSI reserves the right to modify these rates at any time. 

 
7. VSI WEEKEND SUPPORT SERVICES PRICING: 
 The daily and hourly weekend training rates are based on one and one half times the standard weekday rates.  If the Customer asks a VSI 

Trainer to stay over a weekend, in order to save on travel costs, and no training is provided, the Customer will be charged a reduced daily 
fee, plus all normal travel expenses.  VSI reserves the right to modify these rates at any time.  

 
8. ON-SITE TRAINING SHORT NOTICE CANCELLATION PENALTY: 
 If scheduled on-site training is cancelled with less than 2 weeks’ notice, the Customer will be responsible for any travel expense losses, as 

well as a penalty to partially offset VSI Trainer rescheduling costs. This penalty will be applied reasonably. 
 
9. TRAINING CANCELLED DURING SCHEDULED ONSITE TRAINING WEEK: 
 If the Customer cancels or delays training for any reason (weather, trainee sickness, etc) while the VSI Trainer is onsite, Customer must still 

pay VSI daily rates for training and travel expenses. 
 
10. TELEPHONE SUPPORT: 
 Telephone support worldwide, during VSI standard business hours, is included in the Annual Software Maintenance and Support fee, 

provided that VSI has previously trained the individuals being supported.  Otherwise, chargeable telephone or on-site training must be 
completed.   

 
11. DOCUMENTATION: 
 All documentation is provided electronically via FTP with the application software and it includes the online User Reference Manual, 

Installation Planning Guide, Sample Reports, Installation Instructions, On-Line Help, and Sample Database with Tutorial.  Customers can 
print any number of copies needed to train their staffs and manage their operations. 

 
12. INSTALLATION PLANNING: 
 After receiving your order, VSI will assist you to develop a plan, which will assign Customer and VSI responsibilities for the various 

elements required to successfully complete the installation and training. 
 
13. THIRD PARTY VENDOR GENERAL LEDGER/CASH RECEIPTS INTERFACE PROCEDURES: 
 The VSI Trainer will configure RecTrac/GolfTrac/CYMTrac software for the appropriate vendor interface and will show the Customer how 

to generate the batch export file that contains the summary or detailed transactions for the day or any date range.  At this point, it is the 
Customer’s responsibility to contact the financial software vendor to arrange for assistance to import the daily batch file for automatic 
posting to the cash receipts or general ledger system.  The VSI trainer is not responsible for importing the batch files into any third party 
application software or for contacting the vendor.   

mailto:SUPPORT@VERMONTSYSTEMS.COM


 
Sales and Support Policies 

Exhibit A   5/18/2016  
 

E-mail: support@vermontsystems.com Fax: 802-879-5368 Tel: 802-879-6993 or 877-883-8757 

14. HARDWARE PAYMENT & WARRANTY: 
 Full payment for the hardware and systems software is due following delivery and verification of the order.  The verification process must 

be completed, so that all payments can be made within 30 days of delivery.  The VSI supplied hardware includes warranties from the 
manufacturers or distributors for specified periods.  Please review the quotes and warranty chart provided by VSI.  After the warranty period 
or add-on warranty period, hardware vendors also provide time and materials maintenance support.  Warranty and maintenance contract 
service provided on a Depot Basis can require several days to complete.  Therefore, plan your purchases to include spare critical units, in 
order to provide your users with uninterrupted operations.  Hardware returns in the original packaging are only accepted during the first 30 
days following delivery. 

 
15. VSI POS HARDWARE SUPPORT: 
 To support our POS software applications, VSI offers a broad range of hardware computers and peripherals that we have evaluated, 

qualified, and configured to function properly with our software.  This requires an extensive investment of resources including labor and the 
purchase of one or more of each type hardware product.  Further, these hardware products are essential to support our customers and for 
testing each software upgrade.  Most customers appreciate the availability of these qualified products, since it saves them from experiencing 
the same expensive process.   

 
 Our priority is to offer only high quality products with extended warranties at competitive prices, but not necessarily at the lowest prices.  A 

qualified product that is competitively priced is much more important than the lowest price.  More often than not a lower priced, unqualified 
product will eventually cost much more for all concerned.  VSI hardware support policies are as follows:        

 
 Qualified POS Hardware Purchased from VSI – Full Support: 
 VSI will be responsible for ordering the properly configured hardware with the correct cables and other features, delivery, installation and 

configuration assistance, toll free telephone support, and warranty service arrangements, as needed.   
 

 Qualified POS Hardware Purchased from Another Source – Partial Support: 
 VSI is not responsible for resolving problems resulting from incorrectly ordered hardware, resulting installation and configuration problems, 

and warranty service arrangements.  However, VSI will provide limited guidance and support, during the installation of the hardware.  If 
issues are not resolved within a few minutes, then VSI will continue to provide 800 phone assistance at the standard VSI support rate. 

 
 Non-Qualified POS Hardware Purchase from another Source – Limited Support: 
 VSI does not support non-VSI qualified POS hardware using our 800 support lines.  However, if a customer calls for assistance and the VSI 

support person determines that the request is for a non-qualified product, he/she will discuss options as follows:  1) Select qualified 
hardware on the VSI price list, or 2) Discuss qualifying a new product with VSI management.  If a customer requests VSI to consider 
qualifying a non-qualified product, we will evaluate the circumstances, and if justified, will attempt to qualify.  In order to proceed, the 
customer must send an evaluation unit to VSI and we will attempt to qualify it at standard VSI support rates.  The customer must specify a 
qualifying spending limit.  If successful, VSI may or may not add the product to our price list.  If added, VSI will continue to support the 
product, as described under qualified hardware options.  If not, any on-going qualifying that might be required, as a result of hardware or 
software upgrade changes will be chargeable.  

 
 POS Hardware Onsite Installation Support: 

If you expect the VSI Trainer to install POS hardware during an onsite training trip, you must allocate sufficient time in the schedule to 
complete the software training and the hardware installation and configuration.  The time allocated will vary based on the three situations 
described above, but the most time-consuming will involve hardware that VSI has not qualified.  The time allocated will also vary 
depending on the number units to be installed.  If the VSI Trainer installs and configures the hardware during a normal 8-hour workday, 
then this would be included in the previously approved onsite training fee.  If the VSI Trainer is required to work in excess of 8 hours on any 
given day, in order to complete the hardware setup and software training during the scheduled onsite visit, then the Customer will be billed 
for overtime fees.      
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