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“Distribution System SOFTWARE MAINTENANCE AGREEMENT March/06  

SSI SOFTWARE & OPERATING SYSTEM MAINTENANCE CONTRACT

SERVICES COVERED:

· UNLIMITED TELEPHONE SUPPORT to address your ongoing inquiries and resolve software related issues. Support is available Monday thru Friday, except holidays from 8 AM Eastern thru 5 PM Pacific by calling 1 800 461 7286. After hours emergency calls are forwarded to a message centre, which is regularly monitored. SSI staff is extremely experienced in training & supporting our applications. They are very knowledgeable of the industries we serve & have a reputation for excellence. You get professional support and advice.

· At SSI’s option, maintenance, updates and enhancements to your operating system may be required, to maximize hardware & software capabilities in the area of speed and performance, and will be provided at our cost.

· ACCESS TO MEMBER LOGIN section of our Web Site www.ssiinc.ca where we maintain current copies of procedural manuals, a frequently asked questions section and other useful information. 
· Training and consultation at our regular REGIONAL TRAINING & USER GROUP SEMINARS in Toronto, Vancouver and across the country.

· APPLICATION SOFTWARE UPDATES on a “preventative maintenance” basis that adjust the software for bug corrections, and technical and cosmetic enhancements. Further, primarily based on client input and industry trends, SSI continually develops ENHANCEMENTS, IMPROVEMENTS AND NEW FEATURES to its software. These enhancements are provided to our clients (usually one update per year) as part of this software support agreement. The enhancements are implemented in a manner that allows a client to be updated without interruption to or change in the way the system is used. New features are explained in an accompanying document and the client activates only the enhancements useful to its operation. Therefore all clients are maintained at the same release level, making all features available to all and simplifying support. (Some features may require the purchase of training to activate) (There is a modest installation charge applicable to updates)
· PAYROLL TAX UPDATES.

· NORMAL FILE RESIZING as required. If the hard drive is full to capacity or file sizing is to be done after hours, the software support and services rendered shall be charged on a time and expenses basis in addition to the fees paid for the services in this agreement.

SSI SOFTWARE & OPERATING SYSTEM MAINTENANCE CONTRACT

SERVICES NOT COVERED AND SPECIAL CONDITIONS

Where a service, not covered by a maintenance agreement, is requested, SSI will consult with the client to determine the most cost effective way to resolve the problem prior to the delivery of the service.  

Any warranty period is only for telephone consultation and software upgrades. Vendor catalogue is excluded from warranty.
ACCOUNTING ASSISTANCE: We are not your accountants. Our support staff has business degrees and experience, and will offer assistance and direction regarding accounting questions that relate to the system but in no way do we suggest that we are experts. It is your responsibility to have qualified staff or consult with your accounting firm on such issues. If our assistance is requested, software support and services rendered shall be charged on a time and expenses basis in addition to the fees paid for the services in this agreement.











CUSTOM PROGRAMMING: For custom programming or modifications to existing software, customer requests will be quoted and submitted for approval before work begins. We welcome suggestions and often they end up in the system as a future upgrade.

FILES NOT BACKED UP: The Client shall assume responsibility for ensuring that all of its files and programs are adequately backed up (duplicated) on a daily basis and SSI shall not in any way be responsible for any loss or damage sustained by the Client by reason of its failure to do so. Any software support which is as a result of the files not having been properly backed up on a current basis shall be charged on a time and expenses basis in addition to the fees paid for the services in this Agreement.

INSURABLE EVENTS: SSI will provide prompt and effective response to system failures caused by insurable events such as, but not limited to; fire, flood, lightning or other acts of God. SSI will respond and provide the assistance necessary to restore your system to full operation as quickly as possible. Software support and services rendered shall be charged on a time and expenses basis in addition to the fees paid for the services in this agreement. We will also assist you in filing your claim. 

Note: It is your responsibility to have adequate insurance on your system.

SSI shall not be responsible for NEGLECT, IMPROPER USE, OR MISUSE, OR ALTERATIONS attempted by non-SSI personnel.

VENDOR CATALOGUE: 

For CIS Office Products clients this service includes the item price files of S P Richards and United Stationers which are updated quarterly, and the CIS file, which is updated annually. The files are pushed to the client’s system over the Internet. The client confirms which files & price columns they qualify for. The catalogue files are loaded & the prices and costs in the inventory files are updated from the catalogues where requested.

Included in the CIS annual update is the creation of the EDLP pricing in the dealer item & contract files.

Further, every month the CIS flyer is emailed to each dealer for auto loading into the SSI flyer file.

For other Office Products clients this service includes the item price files of S P Richards, United Stationers and Chestwood. The files are pushed to the client’s system over the Internet. The client confirms which files & price columns they qualify for. The catalogue files are loaded & the prices and costs in the inventory files are updated from the catalogues where requested.

For Kenworth dealers the Paccar & Toromont item files are processed by-annually in a similar fashion. Also included in the service is support for the PACCAR MDI & financial reporting programs.

Clients without Internet access pay freight for data tapes plus a 25% surcharge to cover the extra labour.

WHOLESALER EDI: 

For Office Products Dealers, two-way, manual or fully automated Internet processing of purchase orders and confirmations are provided for S P Richards and United Stationers. For Home Hardware & Pro Hardware dealers, downloading of regular orders, flyers and price changes is provided.

Any changes to protocol introduced by the wholesalers requiring recoding of the SSI portion will be quoted and must be funded by the wholesaler &/or the users. 

VSIFAX Support from SSI is limited to telephone guidance. The support fee also funds the maintaining of the compatibility between the SSI software and ongoing revisions of VSIFAX. 

WINFAX, reloading forms & logos, and updates to VSIFAX are the responsibility of the client.

ODBC
 The monthly support fee covers support calls relating to the retrieval of data.  This means questions on files, fields, and field links that are created in order to produce reports.  The support fee also covers updates to the Data Dictionary (new files or fields added to the SSI software).

Updates to the CView ODBC Driver are subject to a minimum one-hour charge.  Also, any fees charged by the CView developer will be passed on at cost.

The Windows applications (Access, Excel, Crystal Reports, Lotus, etc.) used to retrieve data are not supported by this support fee.  It is the responsibility of the customer to be familiar with the uses of these applications.  Any assistance requested will be billed at our regular hourly rate.

MULTIPLE COMPANIES on the same server are subject to an additional charge to defray the incremental added support cost.
MULTIPLE LOCATIONS are subject to an additional support charge per additional location to defray the incremental, added support cost. Included in the service is identifying the causes & suggesting solutions to communications failures, resetting modems & routers.

Actual repair &/or services of third parties, including, but not limited to, service & communications hardware providers, are the responsibility of the client.

HEAVY TRUCK WORK ORDERS: Support and assistance specific to this application are provided by this service.
MODEM SUPPORT: Modems are no longer the most efficient method of support. A VPN allows SSI to deliver better service, faster.

The benefits for you are: 

Securely Work from Home: Client Offices that are setup with an SSI approved VPN router and High Speed Internet have the ability to work remotely (ie. from home or on a trip), as long as they have access to High Speed Internet.

Modem Line Not Required: Cancel the support line and save the monthly fee.

Securely connect two or more Offices: Clients that have multiple Offices are setup with SSI approved VPN routers and High Speed Internet to allow for secure communications, at a lower cost than dedicated telephone lines with expensive multiplexers and modems. 

Increased System Performance: Client Offices that are setup with an SSI approved VPN router and High Speed Internet will notice increased System Performance at remote Offices.

Enhanced Support Features: Client Offices that are setup with an SSI approved VPN router and High Speed Internet can take advantage of Enhanced Support Features such as:

· Remote Updates (Allows SSI Support Staff to efficiently update Vendor Catalogues and SSI System Software)

· Multiple Support Tech Logins (Two or more SSI Support Staff can work simultaneously on System issues).

· Server & VsiFax Maintenance (Allows SSI Support Staff to remotely apply patches and fixes to Server’s configuration & efficiently evaluate faxing issues).

· Remote User PC Assistance (Allows SSI Support Staff to remotely connect to a users PC to resolve connection issues)

· Network and Printer Maintenance (Allows SSI Support Staff to remotely connect to a clients internal network (LAN) and Printers to resolve issues).

Clients not connected to a VPN are subject to an additional 10% surcharge on the support fee as well as a labour charge to defray the added costs of connecting and installing upgrades.

24/7 SUPPORT: This service is for the client who has staff regularly performing critical tasks late in the evening, overnight and perhaps on weekends. Client has direct access to experienced support staff to assist in emergencies. The rate is geared to the service required and is subject to a minimum rate of $125.00 per month.

THE ESTIMATOR: Used by building supply dealers, the support fee covers support issues relating to the functionality of the integration. 

Any changes required to the SSI system due to changes in THE ESTIMATORS integration protocol will be quoted and shared by the clients using the integration.

MASTERCARD PURCHASING CARD PROGRAM: The support fee covers support issues relating to the functionality of the integration. 

Any changes required to the SSI system due to changes in MCPCP integration protocol will be quoted and shared by the clients using the integration.

SUPPLIES, such as but not limited to, computer paper, labels, printer ribbons etc. are the responsibility of the client.

TRAVEL related expenses are the responsibility of the Client.

TRAINING

Training is not part of the software support agreement. Your current staff should be trained on the system. Should you have a staff change, it is your responsibility to train new staff with experienced users or engage SSI to provide the training.

The person they are replacing does not usually adequately train new employees. In most cases, due to work pressures &/or other priorities, the new person gets a cursory review, is left with some notes and told to call SSI if they need help. 

TRAINING OPTIONS:

SSI has developed a special program to assist you with new staff training. 

Office Manager, Controller, System Coordinator

The loss of this key person is significant. The replacement has a lot to learn in a short time, all the while doing catch up (if the position was vacated without notice), learning an entire system while managing the day to day.

In this situation the following has been most effective:

Up to forty (40) hours of training is usually required to complete the entire program. In order to create the least disruption in your office and attain the most information retention this training should be done in 3 steps:

Step 1, a review session occurs. Based on the information gathered, the consultant prepares a detailed training agenda. Special rates or a fixed fee are negotiated and the plan is implemented & intense one-on-one training at SSI’s office or over the Internet is conducted.

Step 2, several weeks of Internet, telephone consultation dealing with questions and issues as they arise. 

Step 3, a second session of review & intense, one-on-one training at SSI’s office or over the Internet.

Sales Counter Clerk, Accounts Payable, Buyer, Accounts Receivable 

Excellent, DETAILED POWERPOINTS are available that clearly demonstrate the functions these employees would utilize. Current versions are available for a modest fee. The PowerPoints can be customized to your company’s particular processes.

Otherwise you may pay as you go at our current hourly rate with a ¼ hour minimum per call. SSI, at it’s own discretion, determines whether the call is “training” or support.

EXTRA MANUALS: 

Copies of the original manuals are available for a modest fee. 

OTHER TRAINING OPTIONS:

You have access to copies of procedural manuals, a frequently asked questions section and other useful information on the members section of our website at www.ssiinc.ca.

SSI maintains a library of PowerPoints that document, step by step, most of the key components of the SSI system. They replace most of the manuals, are continually updated to reflect the current status of the system and are a valuable tool to supplement staff training. They are available individually or the entire library can be purchased at a discount. (call for prices)
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