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Why do I need a Support/Maintenance agreement ? 
 
At some stage during the use of your software, you may need assistance, upgrades, maintenance, education or support on the 
software and a Support/Maintenance agreement will ensure that there is someone technically capable to assist you when it 
matters. Consider it an insurance policy for your system that will guarantee minimum downtime at minimal cost. 

What are the types of Support/Maintenance plans available? 
ProWess Sports offers two types of Support and Maintenance plans and you choice is dependant on the level of use of the 
software and the annual fees you prefer to pay.  
The two levels available are: 

 Standard Support/Maintenance  
For low activity and domestic users that do not require high priority service, prefer to minimise their fees and are satisfied with 
the functionality of the current version of the software and would be prepared to purchase a major upgrade on case-by-case basis. 

 Premium Support/Maintenance  
For high activity users that are very dependant on the system and require priority service to minimise downtime and 
ensure  a quick turnaround time on any support issues and prefer to take immediate advantage of any 
enhancements or improvements that may offered. 

What do you receive for ProWess Support/Maintenance? 
The Support/Maintenance Plan ensures that your software is always operational and up to date and that your organization can 
function at its most efficient at all times.  

Standard Support/Maintenance 
 Software patches as required to rectify major “bugs”  downloadable from ProWess Website 
 Unlimited free access to the ProWess email/forum support network to software 
 Concessions for other services such as phone support, on-site support, training, installation, customisation 
 Concessions on any major upgrades of the software  
 Prompt response to any requests and support issues 

Premium Support/Maintenance 
 Software patches as required to rectify major “bugs” downloadable from ProWess Sports Website  
 Software enhancements and new features to keep your software up to date and moving forward 
 Unlimited free access to the ProWess email/forum support network to software 
 Ongoing, unlimited free phone support1 for your ProWess Sports software.   
 Concessions for other services 
 High priority response to any requests and support issues 

 

                                                                          

1 Please note: Software support is not intended for “over the phone training”. 
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What support do you receive? 
ProWess provides a range of resources and information to help you work effectively and include: 
 Documentation in the form of electronic user guides  
 Patches, utilities and updates that can be downloaded from our website 
 Email/Forum technical support 
 For premium subscribers, telephone support from 9.00am to 5.00pm2 (EST) Monday to Friday 

ProWess will always endeavour to have a technical support person ready to answer your queries and provide effective solutions 
for you.   

What response times can you expect to receive? 
Based on previous experience we classify service/support tasks based on severity and there are 3 levels as detailed below with 
their anticipated response times to your initial query.  

Severity 
Level 

Description Premium 
Response 

Standard 
Response  

1 Major failure, system inoperable – no one can work or use Same day     
(4-8 hrs) 

2-3 days 

2 Problem that has some impact but you can continue to work albeit with 
inconvenience 

2-3 days 5-7 days 

3 Cosmetic or minor issue with no impact on your operation and can have a 
work around 

5-7 days N/a 

NOTE: This means the request will attended to, but does not guarantee a solution will be provided in this timeframe 

What Support/Maintenance Agreement does NOT cover3 
 For standard support, any modem related support (eg. Using PC-Anywhere, RAS support)  
 Technical support for 3rd party software  
 Installation, upgrade, relocation or configuration of equipment or software  
 Onsite support and assistance,  
 Database upgrades & conversions 
 Operating System related problems 
 Training/education on software modules  
 Program or software customization  

 Customisation of reports or programs as specifically requested 
Software support does not normally include user training unless it has been previously arranged or agreed. In this case, it is 
then your responsibility to ensure users/operators have been adequately trained in using the software and remain competent in 
system operation. 
We are happy to assist you with these issues, with time chargeable at hourly rates by our Consultants. 

What if I elect not to take out any Support/Maintenance ? 
 
From the date of product purchase, you have a 90 day warranty that covers bugs, faults and basic tech support & upgrades, 
however after this expires, you are “on your own” and any issues you have or support required will be strictly charged and need 
to be paid for including software upgrades, support, training, other assistance. 
 

Maintenance Fees & Billing 
We typically provide maintenance on an annual basis only and it is charged per software module, based on the number of 
simultaneous users of the software. Your agreement must cover all software modules on your site and be for the number of 
software user licences you have chosen.  
You can choose to pay the designated fee either by monthly direct bank debit or on receipt of a software maintenance invoice. 
By using our maintenance service, you agree to these terms and conditions. ProWess Sports reserves the right to refuse support 
of a user’s account is unpaid at the time of the support request. 
As a general rule, the expect annual fees for the support/maintenance would be : 

 Standard Support/Maintenance  20% 30% of initial licence cost 
 Premium Support/Maintenance  40% 50% of initial licence cost 

 
Ultimately the fee will be determined by the complexity of the module, and 3rd party integration consideration, location of the installed 
site in relation to ProWess support office, etc.  

                                                                          
2 Support outside these hour is available by appointment at a specified rate 

3 Unless previously arranged/negotiated 
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Schedule Of Fees  
If deemed warranted, any fees charged would be based on the following rates: 

 Casual Standard Premium 

FEE-101 Software Development $140 $120 $110 
FEE-102 Training/Education $160 $140 $120 
FEE-103 Technical Support $120 $100 $100 
FEE-104 Consultancy/Analysis $200 $160 $130 
 

These rates are current as at January 2006 and are typically reviewed every 12 months. 
 
The fees associated with the support/maintenance of the designated software will be specified and calculated separately at the 
time of order. 

What do the payments include? 
Software Support/Maintenance ensures your ProWess Sports software is always up-to-date and that your organization can 
function effectively at all times. If you choose Standard plan, it will include crucial updates and support by e-mail and the 
Internet. If you choose Premium plan, it will include all updates/enhancements and support by either telephone, fax, 
modem, e-mail and the Internet for your software. 
Please note that any updates or support that may be required for any application software, operating system, communications 
software, system back-up software or any other type of software that is not shown on your schedule or proposal is NOT 
included and will be charged for separately. 

Other terms & conditions 
If you change your software by adding new modules, more users, etc., your maintenance fee will change accordingly. 
Please note that participating in the Software Support/Maintenance Plan is the only way you will be able to ensure your 
software is up-to-date and supported, so if you decline payment of the maintenance fee then no updates or support will be 
provided and ProWess reserves the right to charge their normal licence fees for any new updates of the software or charge 
casual rates for any necessary support. 
 


